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ABSTRACT 
 
Increasing competition within the non-alcoholic, ready to drink market (NARTD) in South 
Africa has intensified the need for soft drink producers to identify ways in which to 
enhance their competitiveness. One of the most important challenges for organisations 
operating in this industry is to produce quality products while meeting the needs of 
customers, at the lowest possible cost. While a number of competitors may rely on 
various competitive strategies such as lower priced products, it could become 
increasingly challenging for others to adopt similar approaches without comprising on 
the quality of their products. In order to remain competitive, organisations may be 
required to shift their focus onto their employees as a source of competitive advantage. 
Research has shown that employees provide organisations with sustainable competitive 
advantage, more specifically, it has shown that engaged employees outperform 
disengaged employees. The differentiating factor for organisations in the pursuit of 
competitive advantage would therefore be an engaged workforce. 
 
The primary research objective of this study was to investigate employees’ perceptions 
of engagement within the logistics function at Coca-Cola Fortune Port Elizabeth, as well 
as its impact on critical success factors. A theoretical overview was conducted to 
appraise various definitions, engagement models, factors influencing engagement and 
the impact of engagement on critical success factors. The research highlighted a 
number of common themes of engagement which includes a reciprocal relationship 
between the organisation and employees, enthusiasm, involvement and motivation. 
This research revealed that engaged employees make positive contributions to key 
business outcomes such as financial performance, productivity and customer 
satisfaction. 
 
An empirical study was conducted by means of a survey with a questionnaire as data 
collecting tool. The purpose of the structured questionnaire was to validate the findings 
obtained from the theoretical overview and to assess employees’ perceptions of 
engagement, engagement factors and the impact of engagement on critical success 
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factors. A sample comprising 112 employees was identified by means of a stratified 
sampling technique. A 93 per cent response rate was obtained.  
  
The key findings of the study indicated that management and employee perceptions of 
engagement were comparable. It also indicated that corporate communication, 
employee involvement strategies, relationships with management and HR policies and 
procedures did influence employee engagement. Furthermore, the study validated the 
existence of a strong positive relationship between customer satisfaction, employee 
attendance and productivity – as was found between employee engagement and 
business success at CCF. The theoretical overview in conjunction with the empirical 
findings yielded a hypothesised model of employee engagement as presented in 
Chapter One. This model could provide direction in the organisation’s attempt to 
improve engagement levels and ultimately in the pursuit of competitive advantage. 
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CHAPTER ONE 
EMPLOYEES’ PERCEPTION OF ENGAGEMENT AND ITS INFLUENCE ON 
CRITICAL SUCCESS FACTORS 
 
1.1 INTRODUCTION AND BACKGROUND TO THE STUDY 
Soft drink activity in the Southern African market has increased significantly and is not 
showing any signs of declining. Despite this reality, the sector continues to be a 
battlefield for companies and suppliers as the economy in this region is gradually 
beginning to recover. Emerging markets such as Africa, the Middle East and Asia are 
becoming attractive investment destinations for companies and suppliers, as markets in 
the United States and Europe have become saturated (Hu 2012:1). 
 
In light of the above, the African continent is becoming more important in terms of 
market expansion, which is based on the rising Gross Domestic Product (GDP) of 
countries such as South Africa (SA), Angola, Congo, Zambia, Botswana and Nigeria. In 
SA, the soft drink market is expected to grow by 14.5 percent in volume between 2010 
and 2015.  According to Hu (2012:1), the SA market is viewed as a mature market and 
has therefore not seen growth as elsewhere on the continent. 
 
There are four licensed Coca-Cola bottlers operating within SA, which include Coca-
Cola Fortune (CCF Port Elizabeth (Pty) (Ltd). The other bottlers are Amalgamated 
Beverage Industries (ABI), Peninsula Beverages and Shanduka Beverages. CCF 
operates in the non-alcoholic ready to drink (NARTD) market and accounts for 
approximately 27 percent of the total volume of Coca-Cola products produced in SA. 
The business services a customer base of approximately 70 percent of the geographical 
land mass of South Africa, operating in the Eastern Cape, Southern Cape, Northern 
Cape, Free State, Southern Kwazulu-Natal and the Limpopo provinces (Maciej 2013). 
 
CCF contributes to the economy by supplying its products to customers within these 
regions of SA. In the past two to three years, CCF has seen an erosion of market share 
due to the direct impact of competition in this sector. The increasing number of new and 
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existing entrants into the market continues to pose a threat to CCF as stated by (Maciej 
2013). 
 
The distribution and sales of CCF’s products are labour intensive and opportunities are 
minimal in terms of automating any of the processes in the foreseeable future. Timeous 
delivery of products to customers and superior customer service are critical deliverables 
which will assist in combating competition and ensuring profitability. In order to meet 
these desired standards, the logistics employees are required to understand, be 
engaged in and execute their roles with organisational pride. These characteristics can 
possibly be equated to organisational citizenship. Organisational citizenship refers to 
anything positive and constructive which employees do out of their own volition, which 
assists their colleagues and benefits the organisation (Zhang 2011:1). This would result 
in enhanced quality service to customers and employees delivering on more than what 
is expected of or required from them. The extent therefore, to which these employees 
are engaged and understand what it means to be engaged, is of critical importance for 
business success. The above discussion suggests that there is a link between 
employee engagement and organisational citizenship. 
 
Markos and Sridevi (2010:89) suggested that employee engagement refers to an 
employee’s willingness and ability to help his or her organisation succeed, by providing 
discretionary effort on a sustainable basis. In terms of these definitions, it appears that 
an engaged employee is an employee who is committed to his or her role within the 
organisation through achieving outstanding performance through loyalty and dedication. 
These definitions also imply that engagement is not merely an employee attribute but 
that organisations need to create an environment in which employees become 
engaged.  
 
The purpose of this study was to determine employees’ perceptions of employee 
engagement and its impact on the critical success factors in achieving business 
success.  
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1.2 PROBLEM STATEMENT 
Bhatla (2011:1) stated that employee engagement is the level of commitment and 
involvement that an employee has toward the organisation. Furthermore, it describes 
the positive attitudes held by the employee toward the organisation and its values. 
Employees can provide competitive advantage for any organisation. Given the 
competitive environment in which organisations currently operate, exemplary levels of 
performance can be attained only when employees demonstrate unrelenting 
commitment in executing their roles. 
 
In order for CCF to achieve and sustain organisational success it is imperative that the 
business creates an environment that is conducive to employee engagement. Current 
research does not address the perceptions of employee engagement and the factors 
that influence business success in terms of employee engagement within the Fast 
Moving Consumable Goods (FMCG) sector that specifically service the NARTD market. 
Given the apparent gap in research, especially within the context of CCF, the risk of 
disengaged employees performing their roles sub-optimally may exist.  
 
This could potentially result in employees who are disengaged, which would ultimately 
affect the service delivery to the customer. The costs thereof could translate into 
increased labour costs, in the form of overtime and regular absenteeism of employees, 
which compels the business to recruit temporary labour, increases fuel costs due to 
extra time spent on the road as well as impact on assets such as the company’s fleet 
(Arends 2013). 
 
An engaged employee is aware of the business context and environment in which he or 
she operates and works and cooperates with colleagues in order to improve 
performance within his or her role for the benefit of the organisation (Mani & Tamil 
2011:15).  According to Markos and Sridevi (2010:92), employees who are not 
engaged, are likely to waste their talent on tasks that do not matter that much and have 
far more misgivings about their organisations in terms of performance measures such 
as customer satisfaction.  
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Approximately 58 percent of the employees within the logistics function at CCF were 
members of the Food and Allied Workers’ Union (FAWU). In November 2011, CCF was 
subjected to a national strike which had an adverse effect on the business. The strike 
was also marred by incidents of violence and intimidation. Although only a portion of 
logistics employees is unionised, it is equally important that they, and all employees at 
CCF, are engaged in the organisation and understand what engagement means (Van 
Wyk 2013). 
 
The last engagement survey conducted at CCF was during 2012. The results from the 
survey indicated that approximately 68 percent of the participants surveyed within the 
logistics function were engaged. Although this was an improvement on the 2011 score 
of 52 percent, the business was challenged to attain the 75 to 80 percent target set for 
2013, given the prevailing economic climate. It became evident that what was not 
surveyed was employees’ perception of the concept ‘employee engagement’ and the 
influence of engagement factors on critical success factors (Van Wyk 2013). 
 
1.3 RESEARCH OBJECTIVES 
1.3.1 Primary objective 
The primary objective of this study was to investigate the perception of employees in 
respect of engagement within the Logistics function at Coca-Cola Fortune Port 
Elizabeth, and its influence on critical success factors.  
 
1.3.2 Secondary objectives 
In order to achieve the primary objective, the following secondary objectives were 
investigated: 
 
(i) To determine the perceptions of managers and employees regarding employee 
engagement.  
(ii) To empirically assess the factors that influence employee engagement from 
employees’ perspective. 
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(iii) To empirically assess the factors that influence on employee engagement from 
managers’ perspective. 
(iv) To determine the link between engagement factors and critical success factors 
(product quality, cost management, customer service and employee retention). 
(v) To determine the critical interventions that can be implemented to improve current 
levels of engagement. 
 
1.4 RESEARCH QUESTIONS 
The objective of this study was to establish outcomes for the following research 
questions within the context of Coca-Cola Fortune Port Elizabeth: 
 What is the perception of employee engagement? 
 What are the factors that impact on employee engagement?  
 Is there a relationship between employee engagement and critical success factors?  
 Which interventions or actions can be implemented in order to improve the levels of 
employee engagement and subsequently performance on critical success factors? 
 
1.5 RESEARCH DESIGN OBJECTIVES 
The following research design objectives were pursued: 
 A secondary literature review was conducted by researching journals, articles, 
monographs and Internet sources. The purpose of this review was to analyse 
existing theory, determine which models for employee engagement existed and to 
provide a platform for improvement actions. 
 An additional objective of the literature review was to determine which relationships 
existed between selected engagement factors and critical success factors.  
 A questionnaire was constructed to test employees’ perception of engagement, key 
engagement factors and their influence on critical success factors.  
 The questionnaire will be developed in order to survey managers’ perception of 
employee engagement, key engagement factors and their influence on critical 
success factors. 
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 The results of the survey were analysed to establish the perception of employee 
engagement, the degree of engagement, the factors that influence engagement and 
the extent to which these factors affected critical success factors at Coca-Cola 
Fortune Port Elizabeth.  
 
After highlighting the findings of the literature review and existing engagement models in 
existence, the key influences and outcomes were empirically assessed in Coca-Cola 
Fortune Port Elizabeth. The objective of the empirical research was to test perceptions 
employees and managers had of engagement, factors that influenced engagement and 
the relationship between engagement factors and key performance outcomes at Coca-
Cola Fortune.  
 
1.6  HYPOTHESES 
Based on the objectives of the study and the findings of the empirical study, the 
following hypotheses and alternatives were formulated to be tested: 
 
Ho1: The Logistics employees at Coca-Cola Fortune Port Elizabeth have the same 
perception of engagement as management. 
Ha1: The Logistics employees at Coca-Cola Fortune Port Elizabeth have a different 
perception of engagement than managers. 
Ho2:    Corporate communication does not influence employee engagement.  
Ha2:   Corporate communication does influence employee engagement. 
Ho3:  Employee involvement strategies do not influence employee engagement. 
Ha3:  Employee involvement strategies do influence employee engagement. 
Ho4: Relationships with immediate supervisors or managers do not influence 
employee engagement. 
Ha4: Relationships with immediate supervisors or managers do not influence 
employee engagement. 
Ho5:  HR Policies and procedures do not influence employee engagement. 
Ha5:  HR Policies and procedures do influence employee engagement. 
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Ho6: There is no relationship between employee engagement and customer 
satisfaction. 
Ha6: There is a relationship between employee engagement and customer 
satisfaction. 
Ho7: There is no relationship between employee engagement and employee 
attendance. 
Ho7: There is a relationship between employee engagement and employee 
attendance. 
Ho8:  There is no relationship between employee engagement and productivity. 
Ho9:  There is a relationship between employee engagement and productivity. 
 
Figure 1.1:  Hypothesised model 
 
 
 
 
 
Employee 
Engagement
HR Policies and 
Procedures
Corporate 
communication
Employee 
Involvement 
Strategies
Relationships with 
Managers and Team 
Leaders
Critical Success Factors: 
Customer satisfaction 
Employee retention 
Employee attendance 
Productivity  
Business Success 
Source: Researcher’s own construct 
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Figure 1.1 depicts the hypothesised model which provided the basis on which the study 
was conducted. The model suggests that the independent variables or factors, which 
are CCF’s policies and procedures, direct relationships with supervisors and managers, 
employee involvement strategies and corporate communication, may influence 
employee engagement.  
 
The model also proposes that the engagement factors as mentioned may influence the 
critical organisational success factors. Thus the relationship between the stated factors 
and employee engagement, whether positive or negative, could have an impact on the 
critical success factors.  
 
1.7 RESEARCH METHODOLOGY 
The research methodology in terms of how this study was conducted is outlined below. 
  
1.7.1 Research paradigm 
According to Collis and Hussey (2009:55) “a research paradigm is a philosophical 
framework that guides how scientific research should be conducted, based on people’s 
philosophies and their assumptions about the world and the nature of knowledge.”  
  
Kaboub (2008:343) postulated that “real events can be observed empirically and can be 
explained with logical analysis.” In addition, Dash (2005:20) stated that “phenomenology 
is a theoretical view point which states that the behaviour of the individual is determined 
by the experience gained from the direct interaction with the phenomena.” The study 
was located within the paradigm of positivism. According to Collis and Hussey (2009: 
56), positivist theories provide the basis of explanation and allow for the anticipation of 
phenomena. As a result they predict occurrences and allow for these to be controlled. 
Table 1.1 presents a brief outline of the positivist approach. 
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Table 1.1: Positivist Approach 
Positivist Approach 
Basic Beliefs The world would be external and objective 
The observer is independent 
Science is value free 
The researcher should Focus on the facts 
Search for causality and fundamental flaws 
Reduce phenomenon to simplest elements 
Formulate hypotheses and test them 
Preferred methods include Operationalising concepts so they can be measured 
Taking large samples 
 
1.7.2 Sampling design 
The population consisted of employees from the logistics function of CCF’s operations 
in Port Elizabeth. The sample included managers, team leaders, supervisors, logistics 
administrators, warehouse employees, truck drivers and truck assistants. The process 
entailed the collection of data from a representative sample of the population. The 
method employed for selecting a random sample was stratified sampling. Collis and 
Hussey (2009:10) mentioned that stratified sampling overcomes the dilemma where a 
simple random sample could result in certain members of the population group being 
under- or over-represented. This is done by factoring in each identifiable strata of the 
population group. 
 
There were approximately 220 permanent logistics employees employed at CCF Port 
Elizabeth. Respondents from various levels within the logistics function completed the 
questionnaire. These included managers, team leaders, supervisors, administrators, 
warehouse employees, truck drivers and truck assistants. The questionnaire was issued 
to 120 respondents which represented 55 percent of the population.  
 
For the purpose of this study, the sampling frame included all the above-mentioned 
logistics employees at CCF Port Elizabeth. The following strata were therefore 
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identified: managers, team leaders, supervisors, administrators, truck drivers and truck 
assistants. The use of stratified sampling is considered the most appropriate method of 
sampling in this instance, as the information obtained from the sample will be 
representative of the population group as a whole. It was accepted that engagement 
levels could vary across various strata within CCF, and similarly perceptions of 
employee engagement might also vary. In light of this, stratified sampling was the most 
appropriate sampling method. 
 
1.7.3 Data collection (measuring instrument) 
The data collection method employed in this study was a questionnaire. Collis and 
Hussey (2009:192) defined a questionnaire as “a method for collecting primary data in 
which a sample of respondents are asked a list of carefully constructed questions 
chosen after considerable testing, with a view to eliciting reliable responses.” A well-
designed questionnaire needs to include the following: it should meet the research 
objectives; it should obtain the most complete and accurate information possible; it 
should make it easy for the respondents to provide the necessary information; and it 
should keep the interview brief and concise so that respondents remain interested.  
 
The questionnaire used in this survey was completed anonymously and comprised a 
combination of self-structured questions and questions from existing surveys. Questions 
were kept short and concise in order to enhance the quality of the questionnaire. The 
following information was shared and explained to respondents in the cover letter: 
 
 The purpose of conducting the survey by means of a questionnaire was within the 
ambit of completing a Nelson Mandela Metropolitan University (NMMU) MBA 
treatise. 
 A communiqué was placed on notice boards informing bargaining unit employees of 
the survey and that they should return their completed questionnaires to the office 
of the team leader. 
11 
 
 
 
 An e-mail was sent to administrative employees, team leaders, supervisors and 
managers informing them of the survey, and requested them to deliver the 
completed questionnaires at a central delivery and collection point.  
 The purpose of the study was to establish the level of employees’ perception of 
employment engagement and the impact thereof on critical success factors at 
Coca-Cola Fortune Port Elizabeth. 
 The anonymity of the respondents was ensured. 
  
The following variables were analysed by means of self-constructed questions: 
 The perception of the meaning of employee engagement; 
 The factors influencing employee engagement; and 
 The perceptions of employee engagement (impact on critical success factors). 
 
The above-mentioned items were under-pinned by a five-point Likert-type scale which 
ranged from (1) strongly disagree to (5) strongly agree. In addition, perceptions of 
employee engagement were measured as part of this study. 
 
1.7.4 Validity and reliability 
Collis and Hussey (2009:204) stated that reliability is concerned with the findings of the 
research. Therefore the findings can be said to be reliable if someone else repeats the 
research and subsequently obtains the same results. Validity is of equal importance in 
that it is concerned with the extent to which the research findings accurately represent 
what is happening in the situation - in other words, whether the data to be collected 
represents an accurate picture of what is being studied. 
 
Furthermore, Kimberlin and Winterstein (2008:2277) proposed that reliability is any 
score obtained by a measuring instrument composed of both the “true” score which is 
unknown and “error” in the measurement process. It is further argued that the true score 
is the score that a person would have received should the measurement be perfectly 
accurate. Kimberlin and Winterstein (2008:2277) mentioned that reliability coefficients 
range from 0.00 to 1.00 with higher coefficients indicating higher levels of reliability. 
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Kimberlin and Winterstein (2008:2278) referred to validity as the extent to which an 
instrument measures what it purports to measure. Validity and reliability of the 
questionnaire used in this study is further discussed in Chapter three. 
 
1.8 DELIMITATION OF THE STUDY 
The research topic fell in the ambit of Human Resources and Management. The study 
was confined to Coca-Cola Fortune Port Elizabeth’s Lakeside and Perseverance plants. 
The organisation formed part of the FMCG sector within the Nelson Mandela Metropole.  
 
The study was conducted on a sample of Coca-Cola Fortune employees comprising 
managers, team leaders, supervisors, administrators, warehouse employees, truck 
drivers and truck assistants. These employees were located within the logistics function 
of the organisation.  
 
1.9 DEFINITION OF KEY CONCEPTS 
Corporate communication. In terms of this study, corporate communication refers to 
the articulation of vision, strategic goals, values and planned changes (Cornelissen 
2010). 
 
Employee engagement is the connecting of employees to their work roles; during 
engagement, people express themselves emotionally, cognitively and physically during 
role performance (Sakovska 2012). 
 
Employee involvement refers to the direct participation of employees to help an 
organisation fulfil its mission and meet its objectives applying their own ideas, expertise, 
and efforts towards solving problems and making decisions (Bullock and Scontrino-
Powell 2006). 
 
Employee involvement strategies are aimed at creating an environment in which 
employees have an influence on decisions and actions that affect their jobs (Heathfield 
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2013). Examples of involvement strategies include team work, delegation and decision 
making responsibilities. 
  
Critical success factors. Critical success factors are defined as the specific key areas 
where an organisation must perform consistently well in order to achieve its mission.  
 
Logistics refers to those activities that relate to receiving the right product or service in 
the right quantity, of the right quality, at the right place, at the right time, delivering to the 
right customer while doing this at the right cost (Rajuldevi, Veeramachaneni & Kare 
2009). 
 
Organisational success is measured differently than in the past. Although profit growth 
and the enhancement of shareholder value are still at the top of the agenda, it is now 
widely recognised that performance is not solely measured in terms of financial 
success. For the purposes of this study, customer satisfaction, employee retention, 
employee attendance and productivity were considered as critical success factors.  
 
Human resources policies and procedures: This refers to the current HR policies 
and procedures within CCF. 
 
1.10  SIGNIFICANCE OF THE RESEARCH 
At the time of the study, no other study has been conducted to determine the perception 
of employee engagement within the logistics function at Coca-Cola Fortune Port 
Elizabeth, as well as the impact of employee engagement on organisational success at 
Coca-Cola Fortune Port Elizabeth. Therefore, an opportunity existed within the business 
to determine the level of perception of engagement amongst logistics employees, as 
well as the impact of employee engagement on business success at Coca-Cola Fortune 
Port Elizabeth. The purpose of this research study was to ascertain the level of 
perception of engagement as well as identifying and leveraging those factors that 
influence engagement for organisational success. 
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1.11 CHAPTER OUTLINE 
The treatise consists of the following chapters: 
  
Chapter 1:   Introduction, Problem Statement and Scope of the Study 
Chapter 2: Literature review of Employee Engagement 
Chapter 3:  Research Methodology 
Chapter 4:  Empirical Results 
Chapter 5:  Conclusions and Recommendations 
 
1.12  CONCLUSION 
The extent of employee engagement at Coca-Cola Fortune Port Elizabeth had been 
measured annually for the previous five to six years. The objective was aimed at 
measuring engagement and inculcating an environment that would facilitate 
engagement.  
 
Identifying the validity of those specific influences and also potential improvement 
actions could lead to an improvement of employee engagement levels within the 
business. Within the context of CCF, this should translate into increases in productivity, 
improved service delivery to customers, increased morale, customer satisfaction and 
generally enhance organisational success. Achieving these objectives would assist the 
business in regaining lost market share in the NARTD segment as well as re-
establishing the brand as the market leader within this industry.  
 
This study emphasised that employees, as well as management, should understand 
what employee engagement means. The organisational focus should not only be on 
products and processes, but also on how to release the potential benefits that an 
engaged workforce could yield. Kronos (2010:2) put forward the notion that employees 
perform better when they are engaged. Therefore, improved employee performance 
should add directly and measurably to the company’s bottom line.  
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Chapter 2 presents a literature review exploring employee engagement, the existing 
engagement models, as well as the influences and outcomes within the domain of 
employee engagement.  
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CHAPTER TWO 
EMPLOYEE ENGAGEMENT 
  
2.1 INTRODUCTION 
The concept of employee engagement was introduced in the previous chapter, including 
the influences associated with engagement and critical organisational success factors. 
The main problem which was identified was that a research gap existed in determining 
employees’ perceptions of engagement, the factors which influenced engagement and 
the impact this had on critical organisational success factors.  
 
This chapter focuses on key concepts, definitions, influencing factors, outcomes, critical 
organisational success factors, processes and benefits of employee engagement. This 
chapter provides a detailed theoretical overview of employee engagement as well as 
existing engagement models. Based on the theoretical overview and discussion of the 
models, the factors which influence engagement were determined. 
 
2.2 DEFINITIONS OF EMPLOYEE ENGAGEMENT  
Based on the discussion in the previous chapter, it is apparent that the concept of 
employee engagement had been defined in various ways by a number of authors 
(Markos & Sridevi 2010; Bhatla 2011 and Mani & Tamil 2011). Furthermore employee 
engagement and the definition thereof could be adapted by various organisations in 
terms how it may be of relevance to them. Despite these variations in definitions, a 
number of commonalities emerged. It is clear that some of the common themes that 
occurred refer to employee commitment to the organisation, job satisfaction and 
improved performance amongst others. Further definitions of employee engagement 
are briefly expanded on in this section. 
 
Baldev and Anupama (2010:52) referred to engagement as the extent to which 
employees are committed to the vision, mission and goals of the organisation and their 
involvement in the work they do. Baldev and Anupama (2010:52) further suggested that 
engaged employees are builders. They want to work with passion and take their 
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performance to higher levels. Most organisations have vision, mission and value 
statements which are communicated to all employees at all levels throughout the 
organisation. Employees play a critical role in the embodiment and attainment of the 
organisation’s vision, mission and values. Engagement seeks to ascertain to what 
extent employees identify with the vision, mission and values of the organisation. 
 
An engaged employee possesses a high level of commitment and involvement to the 
organisation and its values. Furthermore, an engaged employee is aware of the 
business context and work with colleagues to improve performance within the job for the 
benefit of the organisation (Mani & Tamil 2011:16). This definition stresses the 
importance of employees “buying into” the organisational vision, mission and values. It 
further suggests that employee commitment to these high-level statements and 
engagement are inseparable.  
 
Rothmaan and Rothmaan (2010:28) defined employee engagement as a positive, 
fulfilling, work-related state of mind characterised by vigour, absorption and dedication. 
Vigour refers to high levels of mental energy and resilience and the willingness to invest 
in one’s work. Dedication refers to deriving a sense of significance from one’s work, 
while feeling enthusiastic and proud of one’s job. Absorption refers to feeling completely 
immersed in one’s work and experiencing difficulty in detaching oneself from it.  
 
Amanfu (2011:11) stated that the perception of employees of how meaningful their jobs 
are and how satisfied they are with their work daily are clearly linked to engagement 
levels, which could impact on their performance. It emphasises a link between an 
employee’s engagement levels and performance. It could be argued that organisations 
could be more productive if employees are performing at the peak of their potential. The 
performance of an engaged employee may lead to improved efficiency, improved 
customer service and enhanced organisational performance. 
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According to Kroll, Carpenter and Wyman (2007), employee engagement is defined as 
a psychological state in which employees feel a vested interest in an organisation’s 
success and are willing and able to perform at levels that exceed the requirements of 
the job. Therefore it can be deduced that engagement could also refer to how 
employees perceive their work experience and the recognition and rewards they receive 
for their efforts at work. Kroll et al. (2007) further suggested that employee engagement 
drives discretionary behaviour, eliciting employees’ highest productivity and sincere 
commitment to the organisation. 
 
Therefore, based on the above presentation, and for purposes of this study, 
engagement is defined as employees who are committed to achieving the vision and 
mission of the organisation, while feeling valued and a sense of involvement in 
performing their jobs. Engaged employees also understand the business context of the 
organisation and are able to align their efforts to meet internal and external challenges. 
According to Schneider, Macey, Martin and Barbera (2009:23), organisations must 
engage their employees if they want to be competitive and differentiate themselves in 
financial and market performance. 
 
The following section introduces engagement models which have been implemented 
across various organisations. 
 
2.3 ENGAGEMENT MODELS 
In this section four engagement models will be highlighted and discussed in order to 
understand the various elements which impact on engagement. These models are the 
Institute of Employment Studies (IES) Engagement Model, Right Management 
Employee Engagement Model, Zinger Employee Engagement Model and High 
Performance Model.  
 
2.3.1 The Institute of Employment Studies (IES) Engagement Model 
The Institute of Employment Studies (IES) presented a model of engagement that 
suggests a clear link between employees’ experiences and general perceptions of 
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working life and their sense of being valued and involved – and as result their 
engagement levels, as engagement is closely linked to feeling valued and involved, 
(IES 2004). This model is presented in Figure 2.1. 
 
Figure 2.1:  IES Engagement Model 
 
 
 
 
                                                      
                                                     ENGAGEMENT 
Source: IES (2004) 
 
Based on this model, there are various factors that are critical to engagement. These 
factors include open communication, cooperation, equal opportunities, compensation, 
health and safety, family friendliness, job satisfaction development opportunities, 
performance discussions and relationships with managers. 
 
Open communication enables employees to suggest new ideas regarding their work 
while at the same time keeping employees informed about the issues which may be of 
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relevance to them. This may include the relationship between their jobs and the 
organisations as a whole. 
 
Effective cooperation within the organisation should exist between various departments 
and functions, as well as management and trade unions. 
 
Developing employees should be focused on adopting a long-term view of employees’ 
value. The organisation should deliver on immediate training requirements and provide 
access to relevant development opportunities.  
 
Line managers should care about their employees, treat them fairly, keep them 
informed, encourage employees to perform well, show interest in employees’ career 
aspirations and provide access to training and development opportunities.  
 
Employee well-being should be given more focus by taking health and safety seriously, 
actively seeking to minimise accidents, injuries, violence and workplace harassment 
and also taking appropriate action should these problems reoccur.  
 
Clear and accessible HR practices and policies should be in place, to which line and 
senior managers must be committed. Such policies may refer to equal opportunities, 
family friendliness and appraisals.  
 
The organisation should adopt fair policies with regard to compensation and benefits in 
terms of comparisons within and outside the organisation. The final factor refers to 
creating a harmonious environment at work which should encourage employees to 
assist and respect each other.                                                                         
                                                                           
It is evident that the above model incorporates criteria related to the employees’ 
immediate job and job environment. It is ultimately about whether the employee feels 
valued. This model does not make any reference to the vision, mission or values of the 
organisation, while some of the definitions of engagement by Baldev and Anupama 
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(2010) and Mani and Tamil (2011) do indicate that engagement is the extent to which 
an employee associate with the vision, goals and values of the organisation.  
 
2.3.2 The Right Management Employee Engagement Model  
Right management is a sub-division of Manpower, a global employment services 
company (Right Management Inc. 2009). This company undertook a survey to gain a 
clearer understanding of the factors most closely associated with driving employee 
engagement. The study was conducted among 28 810 employees representing a broad 
range of industry sectors from 15 countries in Europe, Asia-Pacific and the Americas. 
 
Based on the key findings of the study, Figure 2.2 is presented as a recommended 
model of engagement. Four components are used in measuring job and organisation 
engagement: commitment, advocacy, satisfaction and pride.  
  
Figure 2.2: The Right Management Employee Engagement Model 
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The model suggests that when employees have a positive experience of their jobs and 
their organisations, they will not only feel satisfied and proud but will also act as positive 
advocates of their jobs and the organisation. They are also likely to engage in behaviour 
that enhances their careers and organisational performance. This is depicted on the 
right hand side of Figure 2.2 which indicates that an engaged workforce may lead to 
improved performance, attract potential employees, enhancing customer service and 
productivity as well as increased employee retention. It can be further derived that 
employees are engaged when their hearts and minds are aligned to both their 
professions and the organisations they work for. The behavioural and emotional aspects 
of engagement are described by the four components of this model. 
 
This model differs from the IES Engagement Model depicted in Figure 2.1 in the sense 
that in this case, engagement consists of two components: job engagement and 
organisational engagement. Each component is measured in terms of commitment, 
satisfaction, advocacy and pride. In other words, if an employee is engaged with his/her 
job, he/she will be committed to the job, experience satisfaction, talk positively about the 
job (advocacy) and demonstrates a sense of pride.  Organisational engagement implies 
committed to the organisation, satisfaction with the organisation, promoting the 
organisation (advocacy) and demonstrating a sense of pride in the organisation.  If most 
or all employees are engaged to both their jobs and the organisation, the result is an 
engaged workforce. The outcomes of an engaged workforce include performance and 
ability, talent attraction, productivity, retention and retention. 
 
2.3.3 The Zinger Employee Engagement Model 
According to Zinger (2009), employee engagement is the ability to engage people in 
authentic connections to strategy, roles, performance, customers and energy to 
leverage, sustain and transform work into results. Figure 2.3 depicts the Zinger 
employee engagement model which outlines a number of elements with regard to 
engagement. 
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Figure 2.3: Zinger Employee Engagement Model 
 
  
Source: Zinger (2009) 
 
Figure 2.3 portrays the elements required to give effect to attaining organisational 
objectives. Employee engagement is directed towards achieving positive organisational 
results, however in order to achieve results a strategy is needed. A central key in 
engagement is connection; connection is synonymous with engagement. Engagement 
must be authentic, in that superficial relationships must be transcended towards 
heartfelt engagement. Recognition is equally important to give effect to potent 
engagement. In terms of engagement, it focuses on the actions of engagement. The 
purpose of engagement is to completely contribute and experience to the dynamic 
elements of work (Zinger 2009). 
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Based on this model, employee engagement is directed towards achieving results. The 
organisation must determine what results must be achieved and this is the first step of 
the model. 
 
Crafting strategy must be considered in order to achieve results. The organisation 
must know how to achieve set objectives and must ensure that all employees are aware 
of the vision, mission and objectives. The strategy must be engaging in order for 
employees to fulfil the requirements of the identified strategy. 
 
Connection is synonymous with engagement and the organisation must ensure that 
employees are connected to elements ranging from the organisation to genuine 
happiness. Employee engagement must be authentic. Superficial relationships must be 
transcended towards engagement that is genuine and heartfelt.  
 
Recognition fosters potent employee engagement. Employees’ efforts must be seen 
and acknowledged. Employees’ must see the importance of their contributions and how 
their work connects to business results. 
 
Engagement should not be viewed as a once-off survey measure or a steady state, 
however to engage employees is for them to fully experience and contribute to the 
dynamic components of work. 
 
Enlivening work roles refers to being in roles which contribute to relationships, results 
and engagement. Organisations must guard against employees fulfilling too many roles 
or role overload. 
 
Excelling at performance is a result of good employee engagement. Engaging for 
results can contribute to effective performance management; therefore good employee 
engagement should foster star performers. Employees should be assisted in becoming 
star performers to benefit the organisation, customers and themselves. 
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Identifying with organisation refers to the extent to which employees feel aligned with 
and feel part of the organisation. It also refers to the extent to which an employee is 
aligned to the values of the organisation while also being an ambassador for the 
organisation.  
 
Fostering relationships and community is a strong key of employee engagement. 
These relationships may be shaped in the form of social and personal media. 
Organisations are in danger of becoming ignored or obsolete if they fail to transform 
themselves into communities. 
 
Serving customers is one of the keys to success for an organisation. The model 
suggests that there are strong links between employee engagement and customer 
engagement. Engaged employees who feel served by management could in turn offer 
the same level of service to internal and external customers. 
 
Development refers to both personal and professional development within roles. 
Organisations should create development opportunities for employees to enhance their 
strengths, value and engagement. 
 
Leveraging energies involves the mastery of mental, physical, emotional, spiritual and 
organisational energies. Organisations should harness these energies in order to fully 
engage employees. The model suggests that energy and time, is a vital resources for 
engaged working. 
 
Genuine happiness is developed through knowing and utilising and organisation’s 
strengths in the service of others, gratitude and a host of authentic contributors to 
happiness. 
 
This model differs from the previous two models in that a key factor is that employees 
must first identify with vision, mission and values of the organisation, in order to 
experience true engagement. Thus internal and external relationships are fostered, 
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creating an element of care on the part of the employee. The core of this model is 
based around caring, authenticity, recognition and engagement. In order for the strategy 
to be successfully executed employees must be fulfilled in terms of these four 
principles, which results in positive business results.  
 
2.3.4 The High Performance Model 
Vance (2006) first suggests a link between employee practices, engagement and 
performance and then presents a high performance model.  It is possible that an 
engaged workforce could generate successful business results for an organisation. 
Engagement and consequently job performance are strongly influenced by employer 
practices such as job and task design, recruitment, selection, training, compensation, 
performance management and career development. Business results are then 
generated by the interaction of performance and engagement, as depicted in Figure 2.4. 
 
Figure 2.4: Employer practices influencing business results 
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In expanding on the link between employer practices and employee engagement, the 
author recommends a high performance model of engagement which is illustrated in 
Figure 2.5.    
 
Figure 2.5: The High Performance Model 
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This model illustrates how leadership practices, employee behaviour, customer 
satisfaction and overall business results are connected. Vance (2006) suggested that 
surveying employee opinions could improve engagement and commitment. By asking 
for employees’ opinions and then implementing constructive actions in response to that 
would indicate that the organisation values input of employees and takes them 
seriously. This enhances engagement. An additional benefit of surveying employees is 
that it reinforces a two way employer-employee relationship, thus enhancing 
commitment to the organisation (Vance 2006:28).  
 
The model shows that leadership practices, such as a focus on customers, quality and 
employees, influence employee behaviours (outputs), such as knowledge, teamwork 
and satisfaction. Quality and a responsive customer service flow from positive employee 
behaviours and subsequently result in the overall satisfaction and retention of 
customers. If this situation is maintained over a period of time, it will result in business 
success. 
 
The model illustrates how employer leadership practices, employee behaviour, 
customer responses, work practices and business performance are interrelated. The 
model is cyclical, reflecting that, over time, business performance also influences 
leadership practices. The model also suggests particular variables within each factor 
that may affect employee engagement. This model indicates that the employer’s 
leadership practices set the tone for employee engagement throughout the 
organisation. 
 
 While the IES Engagement Model highlights criteria related to the employees’ 
immediate job and job environment, it is ultimately about whether the employee feels 
valued. This model does not make any reference to the vision, mission or values of the 
organisation.  
 
The Right Management Model of Employee Engagement holds that engagement 
comprises two components: job engagement and organisational engagement. If most or 
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all employees are engaged to both their jobs and the organisation, the result is an 
engaged workforce.  
 
The Zinger Model of Employee Engagement suggests that a key factor is that 
employees must first identify with the vision, mission and values of the organisation, in 
order to experience true engagement.  
 
Common themes emerging from the models discussed are that employees must feel 
valued and involved while performing their jobs. Good employer practices also 
contribute to an engaged workforce. Engaged employees thus become positive 
advocates for the organisation which will result in business success. 
 
The above-mentioned models refer to a number of factors which are key elements in 
the engagement process. In the following section, the factors which influence 
engagement will be presented and discussed  
 
2.4 FACTORS INFLUENCING ENGAGEMENT 
As was indicated, a number of factors influence engagement.  The focus of this study is 
the influence of corporate communication, employee involvement strategies, 
relationships with managers and HR policies and practices on engagement.  These 
factors are discussed below. 
 
2.4.1 Corporate communication 
Ologbo and Sofian (2013:3) indicated that the ascending and descending flow of 
communication in the organisational pyramid guides the organisation. If employees 
have a say in organisational decision making and they are heard by their employer, then 
engagement is likely to be greater. This principle could be applied to face-to-face 
relationships to build trust among employees, and could foster employer-employee 
interaction without fear of bigotry.  
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Communication is not just a two-way process as superficially defined in most cases. In 
the context of employee engagement, communication also includes integrity, sensitivity 
to the medium, appropriate culture and environmental issues (Cawe 2006:40).  
 
Cawe (2006:41) further described the essential elements of engaging in more respectful 
conversations. These include conveying presence by being psychologically available 
and respectful, being genuine and removing fronts and by speaking from an honest 
position. The author continued to state that expressing a genuine and sincere interest in 
others and effective listening and supportive communication are further essential 
elements in meaningful communication. 
 
Two-way and open communication allows employees to voice ideas and propose better 
ways of doing things, while simultaneously keeping employees informed about issues 
that are relevant to them – including the relationships between the jobs they have and 
the wider business. Effective communications on job related issues is a key ingredient 
in securing individual performance (IES 2004). 
 
According to Kroll et al. (2007), in organisations that foster engagement, the information 
that flows from senior management to the rest of the workforce occurs in an orderly and 
timely manner, with processes established to build upward flow of information from 
employees to management. Managers and supervisors are trained to actively 
disseminate information, respond to questions and provide timeous feedback. In terms 
of this view, it appears that communication is planned while flexible enough to meet the 
needs of information thirsty employees. 
In research conducted for the Scottish Executive (2007), which is the research body of 
the Scottish Government, the notion of engaging instead of informing employees was 
advocated. This resulted in improved alignment of their employees’ performance with 
the vision and goals of the organisation. The key objectives of communication were to: 
 Help employees develop a better understanding of how their jobs relate to the 
organisation’s vision and goals; 
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 Create a more dynamic and interactive environment that involves employees in 
thinking about and understanding how they can influence business results; 
 Ensuring that employees are receiving the information they need to assist in guiding 
their daily decisions and; and 
 Promote and recognise the desired behaviours and outcomes in communication. 
 
The Scottish Executive (2007) research report proposed a new model of employee 
communication, which is presented in Figure 2.6 below. 
Figure 2.6: The new model of employee communication 
 
 
 
 
Source: Scottish Executive Social Research (2007) 
The above model shows that, by engaging employees in the communication process, 
the business will achieve desired outcomes and thus build the business value.  
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stages throughout the year, were inclined to perform better knowing that their 
contributions have an impact on the business results.  
 
Shuck (2010) added that effective communication strategies could create a positive 
culture, an accountability-driven workplace, resulting in increased productivity levels, 
profit margins and engagement scores. These definitions indicate that sound 
communication has a direct influence on the financial performance of the business, as 
employees become aware of the impact of their contributions on the organisation. 
Clear communication enables employees to have a better understanding of how their 
work impacts the organisation. Clear communication can assist in the fostering and 
promotion of behaviours that contributes to achieving organisational objectives. 
Therefore communication would also be relevant when employees are involved in 
organisational processes. 
 
2.4.2 Employee involvement strategies 
Employees who are affectively committed increase their involvement in the 
organisation’s activities and as a result; affectively committed employees derive a sense 
of importance from their work and feel psychologically and emotionally safe to engage 
in work (Shuck 2010). The author expanded on employee engagement as the 
individual’s involvement and satisfaction with, as well as his/her enthusiasm, for the 
work. 
 
Apostolou (2010:3) stated that employee involvement is a process which aims to 
empower employees to become involved and participate in decision-making. It involves 
improvement activities appropriate to their hierarchical levels in the organisation. 
Creating an environment of employee involvement and participation could place the 
organisation in a position of competitive advantage.  
 
Appiagyei, Adjei, Dove, Domfe and Marfo (2012:20) emphasised that employee 
involvement means that every employee is regarded as a unique human being and not 
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 just as a cog in the machine and each employee is involved in assisting the 
organization to achieve its goals. Employees and management recognise that every 
employee is involved in running the business. 
 
The following table by Holden (2001) depicts types, levels and degrees of employee 
involvement. 
Table 2.1: Levels and degrees of employee involvement 
DEGREE LEVELS OF INVOLVEMENT 
 Local (Workplace level) 
Both local and 
distant 
Distant 
(Organisational 
level) 
Control (by 
employees or 
employee and 
management 
together) 
Employee self-
management  
Employee self-
management of 
cooperatives 
Co-determinational Union shop steward representation  
Works councils, 
worker directors, 
representation union-
management 
negotiations 
Consultational 
(two-way 
communication)  
Quality circles, job 
enrichment, 
suggestion 
schemes, appraisals
Attitude survey, 
customer care, 
TQM, e-mail, 
internet, intranet 
Video conferencing, 
e-mail, internet, 
intranet 
Communicational 
Team briefings, 
department or group 
meetings 
E-mail, internet, 
intranet 
Mass meetings, e-
mail, internet, intranet
Informational (Top 
down) 
Notice boards, e-
mail, internet, 
intranet 
Memos, briefs, 
email, internet, 
intranet 
Company newsletter, 
magazine, bulletin 
 
Source: Holden (2001) 
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The table above suggests that organisations can create opportunities for involvement at 
varying degrees and at different levels in the organisation. A number of methods of 
involvement are proposed relevant to an employee’s standing or position. It is important 
for organisations to create such platforms or forums where employees can become 
involved and participate in decision-making at certain levels.   
 
Holden (2001) further suggested that an employee involvement scheme may be divided 
into four categories which include downward communication, upward problem-solving 
forums, financial participation and representative participation. Downward 
communication refers to information sharing from managers to employees, such as 
regular briefing sessions or feedback reports. Upward, problem solving forums are 
aimed at tapping into an individual’s knowledge and opinion either at an individual level 
or at small group level. This included suggestion schemes, attitude surveys, quality 
circles and total quality management and customer care programmes. Financial 
participation via schemes that attempt to link rewards of employees to the performance 
of the unit or organisation as a whole. Profit-sharing, employee share ownership and 
establishment wide bonus arrangements are good examples of this. And lastly 
representative involvements in which employees are involved through their 
representatives, on the basis of union membership, bargaining councils and collective 
bargaining. 
 
It is evident that employee involvement and participation is critical to creating an 
engaged workforce. The strategies and schemes identified thus far indicate practical 
ways in which organisations could encourage and stimulate employees to contribute 
more meaningfully within their roles and towards the organisation as a whole.  
 
Apostolou (2010:16) outlined an implementation procedure which may be used in 
introducing opportunities for employees to participate and become more involved, as 
depicted in Figure 2.7.  
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Successful employee involvement requires leaders and/or managers to initiate and 
maintain a process of involvement and provide access to resources that employees 
need in order to contribute effectively. It is only when involvement is practiced effectively 
that human commitment and creativity will fuel process improvement.  
 
Figure 2.7: Employee involvement implementation procedure 
Source: Apostolou (2010) 
Facilitating employee involvement requires recognising the value of each individual, 
understanding human emotions and also listening to employees. Listening is one of the 
most effective tools managers could use to promote employee involvement. It 
encourages employees to open up and to become involved. Many organisations use 
formal suggestion programs with varying degrees of success as a tool to facilitate 
employee involvement. The format of these programs involves suggestion boxes and 
forms with periodic reviews by management, including feedback to employees. A 
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suggestion box should not become a substitute for directly listening to employees and 
their ideas for improvements. A very important element of listening to employees is to 
follow up on their suggestions and recommendations. Listening and not providing 
feedback to employees could potentially damage prospects of a successful involvement 
strategy. With regard to continuous improvement, identification of a process problem is 
usually the first point of departure. It is essential to involve employees in problem 
identification as well as in the elimination of identified problems (Apostolou 2010). 
 
As stated above, managers must allow their employees to have a voice and they should 
listen to the ideas and suggestions of their employees. Not only does this create 
opportunities for employees to become more involved in their work, but it also provides 
the basis for good relationships between managers and employees, which will be 
addressed in the following section. 
 
2.4.3 Relationships with managers and supervisors 
Amanfu (2011:15) mentioned that good quality line managers are those managers who 
care about their employees and are genuinely interested in their well-being. They show 
interest in the careers of their subordinates, aim to inspire them and strive to exercise 
fair treatment for all employees in the team.  
 
Organisations could build engagement on an individual level as well as by enhancing 
the quality of individual performance discussion. Recent studies suggest that managers, 
who focus on employees’ strengths and not weaknesses, increase their employees’ 
engagement levels. This resulted in 77 percent of engaged employees indicating that 
the managers focused on positive characteristics when providing feedback. The author 
of this study also indicated that employees who received positive feedback, felt well 
matched to their roles and believed that they had the necessary resources to do their 
jobs (Sakovska 2012).  
 
Castellano (2013) remarked that effective managers are able to get the job done with 
the people they have without attempting to change them; these managers attempt to 
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exploit the existing competencies their teams, and not what they as managers wished 
they had. The relationship with a manager could have a dramatic effect on the 
employee’s perceptions of the work environment. In addition, five categories of 
behaviour that have been linked with employees’ perceptions of managerial 
trustworthiness include behavioural consistency, behavioural integrity, sharing and 
delegation of control, communication and demonstration of concern. 
 
Dodge and D’Analeze (2012:2) stated that line managers are required to accomplish the 
decentralised delivery of organisational policies to direct reports. The author further 
suggested that employee engagement plays a crucial linking role between line manager 
behaviours and employee performance. 
  
It can therefore be concluded that the relationship between line managers and 
employees plays a very important role in an organisation’s efforts to create an engaged 
workforce. Common themes which emerge from the discussion in this section are two-
way communication, managers who care about their employees and the display of 
trustworthy behaviours by managers. The theory suggests that a line manager plays a 
key role in cascading organisational and departmental objectives, and is responsible for 
engaging the workforce in their pursuit of those objectives. 
 
Good manager/employee relations are facilitated by fair and good HR policies and 
practices. Areas such as performance management, recruitment, compensation and 
development opportunities are but some of the key factors which define these 
relationships. HR policies and practices must assist employees in achieving their full 
potential, as far as possible. 
 
2.4.4 HR policies and practices 
HR practices have differential effects on employee engagement behaviours depending 
on the underlying management motives employees attribute to those practices (CAHRS 
2007). To attain organisational objectives, it is not only important to implement the right 
HR practices but that employees have the right perceptions of those practices. The 
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author further maintained that in order for HR systems to lead to desired performance, 
they must elicit clear and shared perceptions of the work environment and the 
behaviours that management supports and rewards.  
 
In the following section, the HR policies to be discussed for the purposes of this study 
will be presented. The policies are recruitment, compensation and training and 
development. 
 
(i) Recruitment, selection and orientation 
Ethos (2007:24) stated that recruitment is a process of attracting individuals with 
appropriate qualifications on a timely basis and encouraging them to apply for positions 
within an organisation. The organisation’s recruitment policy should facilitate the 
marketing of positions in a way that will attract individuals who feel they can make a 
positive contribution to the organisation. Ethos (2007:29) mentioned that the most 
effective way of engaging employees is to do so at the beginning of their tenure. When 
people begin their positions fully engaged, the manager’s role also includes maintaining 
the engaged atmosphere. 
  
Vance (2006:17) indicated that an organisation, while seeking job applicants, conveys 
certain messages that could influence future employees’ engagement levels and 
commitment. The engagement levels of existing employees could be enhanced if they 
are recruited for desirable positions. If an organisation recruits from outside when 
internal skills are available, it may have a negative impact on the engagement levels of 
exiting employees.  
 
The engagement process begins with recruitment of talent, who not only align 
themselves with the values and vision of an organisation, but who possess the skill, 
ability and knowledge required to make a meaningful contribution to the organisation. 
The onboarding of a new employee also plays a vital role in engagement. The role 
which succession planning plays is important as this will send out a positive message to 
internal candidates and their career aspirations. 
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(ii) Compensation and rewards 
Vance (2006:21) indicated that compensation and rewards can have a powerful impact 
on engagement and commitment. Some compensation components encourage 
commitment to employers, while others motivate engagement in the job. It is possible to 
stimulate one and not the other, though it generally is better to foster both. An 
organisation must consider employee engagement and commitment strategically, in 
designing compensation and rewards plans. 
 
Financial elements (pay and benefits) comprises a compensation plan but may also 
include non-financial elements or perks, such as on-site day care, employee assistance 
programs, subsidised cafeterias, travel discounts, company picnics and so on. The most 
effective compensation plans support the organisation’s strategic objectives. A well-
designed compensation plan could provide the organisation with a competitive 
advantage. It helps attract the best job candidates, motivate them to perform to their 
maximum potential and retain them for the long term (Vance 2006:22).  
 
Fair compensation refers to the perceptions that employees have with regard to equity 
in organisational practices concerning internal and external compensation and benefits. 
Employees who feel unfairly paid will leave their organisations. Perceptions of pay 
equity depend less on the actual value than on comparative issues, as employees 
compare their pay with employees in their organisation and across other organisations. 
Furthermore, many employees perceive that pay allocation decisions are unfair despite 
the fact that details of employees’ compensation packages are not publicised (Berry 
2010). 
 
It can be concluded that compensation and rewards must support the strategic 
objectives of the organisation. Employees will consider pay equity in relation to their 
own jobs within the organisation and other organisations as well. At CCF, the company 
where the empirical study was conducted, the majority of logistics employees were 
unionised (belonging to the FAWU) and therefore engaged in collective bargaining over 
a range of issues, including compensation and rewards. In terms of the bigger picture, 
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the South African labour market across industries had seen an increase in industrial 
action recently, with salaries and benefits being central to demands.  
 
(iii) Training and development 
One of the best ways of keeping employees engaged is to offer good training and 
development opportunities (Wilkenson 2012). This can be achieved by ensuring that 
learning is a key part of the organisation’s philosophy, allowing for a high degree of 
personalisation in training and development and thinking holistically about engagement 
and employee development. The author further stated that an organisation could 
increase engagement levels through training and ensuring that feedback is obtained 
from all training interventions. 
 
By implementing employee growth and development programs, organisations invest in 
the skills potential of employees which increase their commitment levels to the 
organisation and enhance opportunities for internal career development. Such programs 
may include on-the-job training, leadership development and provision of internal career 
opportunities (Sakovska 2012:32).   
  
Sarkar (2011) found that HR managers usually implement different engagement 
strategies for different employee categories. This includes training and development, 
which includes induction and classroom and on the job training. The HR manager for 
Mahindra and Mahindra (2008) believed that having career planning for new entrants 
would have a positive impact on engagement.  
 
Figure 2.8 illustrates the training and development model presented by Vance (2006). 
According to this model, engagement could be achieved through orientation that 
establishes the employer-employee relationship, and promoting skill development that 
improves performance and job satisfaction. Increasing an employee’s knowledge, skills, 
experience and expertise could result in the development of self-efficacy, self-esteem 
and employer commitment. 
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Figure 2.8: Training and development model 
Training and Development 
Increase employee engagement 
through: 
Enhance employees’ commitment to 
organisation by demonstrating: 
 
Orientation that establishes: 
 the employer-employee 
exchange relationship. 
 understanding of how the job 
contributes to the organisation’s 
mission. 
 
Skill development that enhances 
employee: 
 performance 
 satisfaction 
 self-efficacy 
 
Training that encourages prescribed 
and voluntary performance. 
 
Commitment reciprocity signalled by:  
 the organisation’s investments in training. 
 modes of training delivery that 
accommodate employees’ other 
commitments. 
 
 
 
 
Source: Vance (2006) 
 
This model suggests that training and development can serve as levers for improving 
engagement and commitment. Orientation may present important opportunities - 
including explaining remuneration, work schedules and company policies. Most 
importantly, it provides an opportunity to encourage employee engagement by 
explaining how the employee’s role contributes to the vision of the organisation. 
Training assists new and current employees in acquiring the knowledge and skills 
required to perform their jobs. Employees’ value to the organisation is also enhanced 
through training as well as their own employability in the job market.   
 
The above discussion indicates that HR policies and practices do have an impact on 
engagement levels. Organisations must recruit the right talent and skill, whether 
internally or externally, and ensure that opportunities for engagement are exploited right 
from the start. Orientation of new employees provides valuable opportunities for 
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engagement, which includes explanations HR of practices and policies. Fair and 
equitable compensation and rewards are key factors to be considered in engaging 
employees. Equally important for engagement is the focus on development and career 
development opportunities for employees. Employees want to feel that the organisation 
attaches long-term value to them and their development. 
 
Having discussed the various factors that influence engagement, it is also critical that 
engagement must be measured. The following section will describe how engagement 
can be measured. 
 
2.5 MEASURING EMPLOYEE ENGAGEMENT 
In this section, various approaches to measuring employee engagement are explored 
and discussed.  
 
Bhatla (2011:4) argued that to measure employee engagement, organisations must 
solicit the opinions of employees in various ways. Employee opinion surveys could be 
used to derive the standard engagement metrics. Measuring employee engagement 
provides insight into which factors influence employees’ performance, satisfaction, 
loyalty and motivation.  
 
According to Poisat (2006:97), measuring the contribution of human capital has 
increasingly enjoyed prominence as more organisations realise the importance of 
accessing their HR as a means of gaining competitive advantage. Measuring 
employees’ engagement levels will assist organisations to operate more effectively, gain 
competitive advantage and boost profits.  Poisat developed an employee engagement 
survey that focused on interrelated components namely cognitive (think), affective (feel) 
and behavioural (act).  This is depicted in Figure 2.9.  
 
Based on this view of engagement and data from approximately 360 000 employees 
from 41 organisations worldwide, a significant correlation was found between highly 
engaged employees and corporate financial performance (Poisat 2006). The premise 
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for enhanced organisational effectiveness and profitability is based on measuring 
engagement levels and developing the desired match between organisational climate 
and business strategy. 
 
Figure 2.9: Poisat’s approach to engagement 
 
 
 
Source: Poisat (2006) 
 
It can be deduced from the model above, that an employee’s feelings toward the 
organisation will influence his or her thinking about their work and the organisation, 
which then drives a particular set of behaviours. The model suggests that at the centre 
of this is engagement.  
 
Most employee opinion surveys were used to analyse satisfaction in respect of pay, 
security and the overall job and therefore suggested that engagement be considered on 
its own. There are some survey questions which correlate engagement with revenue 
goals and profit. It is equally important to assess how employees’ roles are strategically 
aligned to organisational strategic goals. It is also important to compare employees’ 
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perceptions of customer service; with the feedback received from customers regarding 
the service they received (Mastrangelo 2009:16). 
 
Brownrigg, Evans, Poilievre and Slonowsky (2008:5) proposed the following survey 
questions which aim to measure employee engagement in an organisation. The 
questions hone in on elements of engagement which are linked to financial 
performance, productivity and customer loyalty.  
 I know what is expected of me at work (communication). 
 I have the materials and equipment needed to do my job right (relationship with 
manager and/or supervisor). 
 At work, I have the opportunity to do what I do best every day (employee 
involvement). 
 In the last seven days, I received recognition or praise for doing good work 
(recognition and rewards). 
 My supervisor, or someone at work, seems to care about me as a person 
(relationship with manager and/or supervisor). 
 There is someone at work who encourages my development (training and 
development). 
 At work, my opinions seem to count (employee involvement). 
 The mission and the purpose of my organisation make me feel as if my job is 
important (communication). 
 My colleagues are committed to doing quality work (supportive work environment). 
 I have a best friend at work. 
 In the last six months, someone at work has talked to me about my development 
(training and development). 
 This last year, I have had opportunities to learn and grow (growth). 
 
The statements above show that a questionnaire designed to measure engagement 
should aim to elicit responses linked to communication, relationships with direct 
management, involvement at work, supportive work environments and development and 
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growth. The specific role which a questionnaire plays in the process for creating an 
engaged workforce, is presented in the section below. 
 
2.6 PROCESS FOR CREATING ENGAGEMENT 
Muller (2011:32) presented a process which organisations could follow to create an 
engaged workforce. This process is illustrated in Figure 2.10.  
 
Figure 2.10: Engagement Process 
 
 
 
 
Source: Muller (2011) 
 
The first step involves the identification of needs to improve business performance 
through engagement. The following step involves measuring engagement at 
organisation and group level by means of a survey. Once the survey has been 
completed, an improvement action plan strategy must be developed. Low scores would 
be identified and the action plan is initiated at the organisational level using task groups. 
Engagement and commitment is enhanced by using task groups from employees who 
Identify need Survey Develop action plan strategy
Inititate group 
level action plan
Feedback and 
discussionInitiate action plan
Develop  reporting 
metrics
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Source: Wiley (2006) 
participated in the survey. Thereafter feedback is provided by the task groups and 
findings and improvements are also discussed. From this feedback, a group level action 
plan is compiled. Developing supporting metrics to sustain improvements is the final 
step in the process.  It is therefore evident that not only should employees participate in 
the engagement survey, but that they also get proper survey feedback and are involved 
in the development of engagement strategies, which again could increase the levels of 
engagement.  
 
Muller (2011:33) postulated that organisations, where this process was applied, started 
to reap benefits that positively impacted on engagement. Outcomes, such as efficiency, 
resulted in increased profitability and financial performance. 
 
Wiley (2006:1) stated that the real value of an employee engagement survey lies in the 
follow up process that translates data into action. Action-planning demands a multi-step, 
concentrated, on-going approach and continuous processes, based on management 
commitment, accountability and time. This is depicted in Figure 2.11, which proposes a 
step-by-step model for detailed action planning. 
  
Figure 2.11: Action planning process 
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The first step refers to reviewing the results for understanding strengths and 
opportunities. The following step suggests that two or three key focus areas are 
identified. Thereafter, results are prepared and communicated to employees. The next 
step is to clarify priorities by ascertaining why employees feel the way they do, and not 
just what their thoughts are. Brainstorming ideas is equally important to address 
priorities and generate recommended action items. By developing action plans, 
recommendations and ideas can be structured into a plan that includes specific 
objectives and accountability. Finally by monitoring progress, the organisation should 
conduct regular reviews to ensure objectives are achieved. 
 
The above information suggests that, to create employee engagement, detailed action 
planning is required. It is not sufficient to merely conduct surveys; the results of 
engagement surveys must be analysed, highlighted and discussed. Ideas and 
interventions must be generated; goals must be specific, measurable, attainable and 
realistic. The success of engagement strategies will depend on how effective the action 
planning around the engagement process is managed. 
 
Engagement surveys should not just be conducted because they are popular but should 
be aimed at making the organisation more effective.  In the next section, critical success 
factors will be brought to light which ultimately determines business success. 
 
2.7 CRITICAL SUCCESS FACTORS 
For the purposes of this study, this section introduces the following critical success 
factors which are dependent on effective engagement strategies, such as customer 
satisfaction, employee retention, employee attendance and efficiencies. These were 
identified based on discussions with management at CCF.  
 
2.7.1 Customer satisfaction 
Ncube and Jerrie (2012:380) noted that customer satisfaction is increasingly becoming 
a major driver of organisational effectiveness and competitive advantage. 
Consequently, employee engagement is becoming a critical HR component in 
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predicting future employee performance and hence customer satisfaction. When 
employees, especially those in the service industry, provide a good and efficient 
service, the customer’s desires can be met and the company gains a positive 
reputation, therefore attaining higher market share. Ncube and Jerrie (2012:386) 
endorsed the view that employees who feel they are treated fairly by their employers 
would treat their customers better, ultimately attaining greater customer satisfaction and 
competitive advantage.  
 
Rashid, Asad and Ashraf (2011:98) suggested that the performance of engaged 
employees lead the organisation toward customer satisfaction, which subsequently 
directs the organisation toward profitability and successful business outcomes. An 
organisation with customer contentment at heart could translate that same energy into 
caring for its employees by driving employee engagement.  
 
A study done at a high-volume customer call centre (among call centre agents), 
revealed a connection between employee engagement and customer service. The 
results revealed a correlation of 0.51 between engagement and customer service. In 
addition, those organisations with high engagement scores had a corresponding level of 
customer loyalty, and at twice the level of organisations with average engagement 
levels (Gibbons 2006). 
 
In a study conducted by Right Management Inc. (2009), it was shown that engaged 
employees understand the value of ensuring a positive customer experience and thus 
demonstrate their commitment by delivering high quality service (Right Management 
Inc. 2009). Customer and employee driven experiences that emphasise great customer 
satisfaction must be shared throughout the organisation. The connection to positive 
customer experiences is healthy engagement levels.  
 
The relevance of the concept of internal customers is even more pronounced where 
teams or departments may not be in direct contact with each other. Essentially a team 
which relies on the output of another team becomes an internal customer. Muller 
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(2011:37) suggested that the chain of internal customers conclude with the final 
customer, which means that the customer who acquires products or services generates 
revenue for the organisation. It is possible that engaged employees who exhibit a strong 
customer focus could ensure that customer satisfaction is high, even where no direct 
contact with the end customer is necessary. 
 
2.7.2 Employee retention 
Towers (2008:8) stated that engagement does have an impact on retention as well, 
although the relationship is far from straightforward. Engaged employees do tend to 
stay with organisation. However, based on a study conducted by Towers (2008) among 
90,000 employees in 18 countries, approximately 40 per cent of respondents indicated 
that they were passive job seekers. These respondents were open to other offers 
should these become available. The study also highlighted that approximately half of 
the disengaged employees have no plans to leave their organisations. This means that 
employers are at risk of losing those employees they would like to keep, while retaining 
those who are not contributing as they should. 
  
This suggests that employers should not become complacent about engaged 
employees and that retention is not ensured by means of engagement alone. Secondly, 
disengaged employees will not willingly leave the organisation, therefore natural attrition 
in this instance would not be a viable solution either. Consequently organisations that 
are savvy must develop strategies to address disengaged employees, given the 
corrosive impact these employees could have on the organisation. They must thus 
engage employees over time.  
 
Drake International (2013:5) warned that the costs of high employee turnover can be 
significant. Some of the important costs that could have an impact on the organisation 
are recruitment costs, training costs, lost productivity costs and lost sales costs. A broad 
set of carefully planned criteria, when developing a retention strategy or plan by giving 
careful consideration to the retention of top performers, could reduce the need for 
recruitment and thus save money and time. 
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It can be deduced that, in order for organisations to retain top performing employees, 
succession planning, sound orientation and on-boarding programs, career pathing, 
competitive compensation, employee surveys and non-monetary rewards and/or 
recognition should be considered in developing an employee retention strategy.  
 
2.7.3 Employee attendance 
Employee attendance could impact on the ability of a department or team to perform 
optimally. The most common form of this would be employee absenteeism. 
Presenteeism may also have a negative impact on the functioning of a team or 
department. Employee attendance is discussed by considering absenteeism and 
presenteeism and how these impact on engagement. 
 
(i)  Absenteeism 
Pangallo and Donaldson-Feilder (n.d.) advocated that being absent from work, 
especially due to illness, is a significant cost to both employee and employer. This may 
mean lost wages, benefits and social support for the employee, while the organisation 
could see a decline in productivity, resulting in decreased output and revenue. For the 
organisation, an absent employee impacts on the bottom line. 
 
Shepell (2010:4) proposes that employee engagement is a central objective that is often 
overlooked in respect of effective attendance management. Attendance policies of 
organisations may not effectively address the crucial link between absenteeism and 
engagement. Low engagement could result in excessive absence. Absenteeism could 
also be symptomatic of workplace issues that contribute to low engagement. The level 
of support employees receive during absences may also result in disengagement. 
 
One potential consequence of engagement could be burnout. Burnout is characterised 
by three dimensions: cynicism (distant or indifferent attitude to work), exhaustion 
(depletion of emotional resources) and inefficacy (lack of satisfaction with expectations). 
Burnout has been associated with a number of negative consequences for the employer 
and employee, including absenteeism (West & Dawson 2012:9). 
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(ii)  Presenteeism and productivity 
Pangallo and Donaldson-Feilder (n.d.) confirmed that presenteeism refers to employees 
being at work while performing at sub-optimal levels. Presenteeism negatively impacts 
on productivity, performance and bottom line profit. The authors stated that studies 
confirm that presenteeism costs two to three times more than the direct health costs 
due to illness. Furthermore, presenteeism costs organisations between two to seven 
times more than absenteeism. 
 
Presenteeism refers to reduced productivity when employees come to work and are not 
fully engaged and subsequently perform at lower levels. Presenteeism is costly to 
organisations but is often ignored. Managing presenteeism well could not only result in 
financial savings but also contributes to the development of a productive and engaged 
workforce (Centre for Mental Health 2011:1). 
 
2.7.4 Productivity 
Sakovska (2012:15) argued that engaged employees develop new knowledge, respond 
to opportunities and go the extra mile to support the organisation. Engaged employees 
are more satisfied with their jobs and are more committed to the organisation. They go 
beyond their job descriptions and dynamically change and arrange their jobs in ways 
which fit the changing work environment. 
 
Cawe (2006:16) proposed that a “win-win” situation is created when enhancing 
employee engagement. Employees are happier and more productive which ultimately 
leads to a positive impact on business results. The Gallup organisation’s employee 
engagement survey, conducted in the United States (US) in 2003, estimated that 
actively disengaged employees cost US organisations between $270 and $340 billion 
per year. 
 
According to a work survey conducted by Watson Wyatt in 2008, among 13,000 
employees across all sectors, it was found that engaged employees are more 
productive employees. Approximately three quarters of these employees exceed or far 
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exceed expectations for performance. It was also found that when senior management 
issued a mandate to improve productivity by 10 per cent, it was natural for managers to 
turn to their top performers (Work USA Report 2008). 
 
It can therefore be deduced that an organisation’s performance in respect of the critical 
success factors discussed, depend significantly on its employees being engaged. 
Ensuring that an organisation’s customers are satisfied with products and services is 
critical to the success and sustainability of an organisation. Engaged employees are 
more productive; thus they would provide improved customer service to internal or 
external customers. Retaining employees becomes easier for an organisation when its 
employees are engaged, thus the challenge does remain in terms of keeping those 
employees stimulated, motivated and engaged. Employee attendance is a critical factor 
for the success of any organisation; hence organisations remain challenged to operate 
at full capacity. Employees who are fully engaged are vital to the attainment of this 
objective. Productivity levels are improved when employees are engaged – 
organisations should therefore provide meaningful and challenging work to its 
workforce.  
 
2.8 CONCLUSION 
This chapter provided a theoretical overview of employee engagement. The concept 
was defined and discussed through illustrations of various models where common 
themes were identified, namely employee involvement and commitment, advocacy, 
performance, sound employer practices and the influence of these elements on 
business performance. Corporate communication, employee involvement strategies, 
employee retention and HR policies and practices were the key influences of 
engagement which were identified for the purposes of this study. The implementation 
and effect of these factors contribute to employees’ perceptions of engagement. The 
process of engaging employees is also important in that merely conducting engagement 
surveys may not be sufficient. Detailed action planning is required around the process 
of engaging employees in order for engagement strategies to have a positive impact. 
Close monitoring and follow-up of agreed plans are important. Finally, an engaged 
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workforce does contribute to the ability of an organisation to perform successfully with 
regard to its critical success factors. Customer satisfaction, employee retention, 
employee attendance and productivity have been identified as the critical success 
factors for the purposes of this study.  
 
Employee engagement has been defined in different ways, by various researchers, 
authors and organisations and as a result a number of common themes have emerged 
from the literature review undertaken. The extent to which employees are committed, 
feel involved and can identify with the organisation’s vision, mission and values, form 
the basis of employee engagement. 
 
The link between employee engagement and critical organisational success factors 
have also been clearly highlighted in the literature review conducted. If there is a link, 
the researcher poses the questions, how do employees perceive engagement and the 
impact this has on critical success factors? A number of factors influence employee 
engagement and these factors have been brought to light in the literature review. 
 
The literature review also included a discussion of critical organisational success factors 
which are essential to business success. Engagement can be designed to deliver on 
these critical organisational success factors, depending on the strategy pursued by the 
organisation. Consideration must be given to the vital role played by effective action 
planning. Action planning is an essential component in the engagement process.  
 
In the following chapter, the research methodology to be used in this study is discussed. 
  
54 
 
 
 
CHAPTER THREE 
RESEARCH METHODOLOGY 
 
3.1 INTRODUCTION 
In the previous chapter, the concept of employee engagement was discussed. The 
factors influencing engagement, the measurement of engagement and the impact of 
engagement on critical success factors were discussed. The purpose of this chapter is 
to provide an overview of the research methodology used for this study. 
  
3.2 RESEARCH TYPE 
Research is defined as a process of enquiry and investigation. It is systematic and 
methodical and increases knowledge (Collis & Hussey 2009:3). Research entails the 
use of appropriate methods of data collection, analysing research data and applying 
these methods rigorously. The purpose of research is to investigate a research question 
with the objective of generating knowledge.  
 
Collis and Hussey (2009:3) outlined the objectives of research as follows: 
 to review and synthesise current knowledge 
 to investigate a problem 
 to offer solutions to a problem 
 to construct a new procedure or system 
 to explain a new phenomenon 
 to generate new knowledge 
 
The purpose of this study was to understand employees’ perceptions of engagement 
and the impact engagement has on the critical success factors of an organisation. The 
following objectives were developed from the main problem: 
 To determine managers’ and employees’ perception of employee engagement.  
 To empirically assess the factors that impact on employee engagement from 
employees’ perspective. 
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 To empirically assess the factors that impact on employee engagement from 
managers’ perspective. 
 To determine the link between engagement factors and critical success factors 
(customer satisfaction, employee attendance (retention, absenteeism and 
presenteeism) and productivity. 
 To determine the critical interventions that can be implemented to improve current 
levels of engagement. 
 
Research can either be quantitative or qualitative. The following table illustrates the 
difference between quantitative and qualitative research. 
 
Table 3.1: Comparison between qualitative and quantitative research 
Criteria Qualitative Research Quantitative Research 
Purpose To understand and interpret social interactions. 
To test hypotheses and make 
predictions. 
Group studied Smaller and not randomly selected. 
Larger and randomly 
selected. 
Types of data 
collected Words, images or objects. Numbers and statistics. 
Form of data 
collected 
Qualitative data such open ended 
responses, interviews, 
observations and reflections. 
Quantitative data based on 
precise measurements. 
Types of data 
analysis 
Identify themes, patterns and 
features.  
Identify statistical 
relationships. 
Objectivity and 
subjectivity Subjectivity is expected. Objectivity is critical. 
Role of 
Researcher 
Researcher and biases may be 
known to participants in the 
study. 
Researcher and biases are 
not known to participants in 
the study. 
Results Specialised findings that are less generalisable.  
Generalisable findings that 
can be applied to other 
populations. 
Scientific method 
The researcher generates a new 
hypothesis from the data 
collected. 
The researcher tests the 
hypothesis and theory with 
the data collected. 
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View of human 
behaviour 
Dynamic, social, situational and 
personal. Regular and predictable. 
Common 
research 
objectives 
Explore, discover and construct. Describe, explain and predict. 
Focus Examines the breadth and depth of phenomena. Tests a specific hypothesis. 
Nature of 
observation 
Study behaviour in a natural 
environment. 
Behaviour is studied under 
controlled conditions. 
Nature of reality Multiple realities and subjective. Single reality and is objective. 
Final report Narrative report including contextual description. 
Statistical report including 
correlations, comparisons of 
means and statistical 
significance of findings. 
 
Source: Xavier University (2012) 
 
Based on the table above, it is clear that a research question can be addressed by 
adopting either a qualitative or quantitative approach. A main differentiator between the 
two approaches is that data can be analysed through statistical analysis or through 
interpretive or non-numerical methods. The purpose of the research to be conducted 
will influence which approach will be adopted. Various criteria have also been outlined 
and provide a guide in terms of how research must be conducted against each 
approach. It is critical that the researcher understands the differences between 
qualitative and quantitative research when deciding on a suitable approach. 
 
A quantitative approach is used in instances where one has to answer questions 
regarding the relationships amongst measured variables with the objective of 
explaining, predicting and controlling a phenomenon (Muller 2011:43). Based on the 
objectives and information required from this study, the quantitative research method 
was identified as the most suitable method to use. A quantitative approach was suitable 
for this study as the research purpose was to test predictive and/or cause-effect type of 
hypotheses.  
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In this section the research design will be explored. An overview of the population, 
sampling design, data collection, questionnaire and the administration of questionnaires 
is provided.  
 
3.3 RESEARCH DESIGN  
Research design is defined as the art and science of planning procedures for 
conducting studies in order to obtain the most valid findings. Determining the research 
design will provide a detailed plan which will guide the researcher to conduct focused 
research (Collis & Hussey 2009:111). The function of research design is to ensure that 
the evidence obtained enables the researcher to answer the initial question as 
unambiguously as possible (What is research design n.d.) 
 
Prior to outlining the detail of the research methodology that is applied for the purpose 
of a study, it is necessary to highlight the distinction between research design and 
research methodology (Poisat 2006:216). 
 
Research design focuses on the end product and highlights the type of study and 
results which are required. The research problem or question represents the point of 
departure. Therefore research design emphasises the logic of the research and 
considers the evidence required to address the research problem and research 
question(s). Research design also involves the overlapping of philosophy, strategies of 
inquiry and procedures which convert an approach into practice. 
 
Research methodology, on the other hand, focuses on the research process and the 
type of tools and procedures to be used in the study. Specific tasks, such as data 
collection techniques or sampling (questionnaires), represent the point of departure. 
Research methodology places emphasis on the individual steps in the research 
process, including the most objective process to be used.  
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3.3.1 Theoretical study 
The theoretical overview of this study explored the existing knowledge on employee 
engagement. Engagement, the variables that influence engagement and the influence 
of this on critical success factors were also identified and explored. One of the 
objectives of this study was to establish new insights and make additional contributions 
to the concept of engagement.  As previously discussed in the theoretical study, 
employee engagement has been defined in different ways, by various researchers, 
authors and organisations. Amanfu (2011:11) suggested that the perception of 
employees of how meaningful their jobs are and how satisfied they are with their work 
daily are clearly linked to engagement levels, which could influence their performance. 
 
The link between employee engagement and critical organisational success factors 
have also been clearly highlighted in the literature review conducted. A number of 
factors influence employee engagement and these factors have been brought to light in 
the theoretical overview. The theoretical overview also included a discussion of critical 
organisational success factors which are essential to business success. Engagement 
can be designed to deliver on these critical organisational success factors, depending 
on the strategy pursued by the organisation. For the empirical study, a questionnaire 
was administered to a target group of employees at Coca Cola Fortune.  
 
3.3.2 Population 
The population of this study comprised all of the employees within the Logistics function 
at CCF Port Elizabeth. The population size was 220 employees consisting of managers, 
team leaders, administrative and non-bargaining and bargaining unit employees.  
 
3.3.3 Sampling design 
According to Fridah (2002:2), the purpose of sampling is to draw conclusions about a 
population by using inferential statistics, which enable the researcher to determine a 
population’s characteristics by directly observing a sample or portion of a population. In 
addition, Collis and Hussey (2009:62) stated that a sample is a subset of a population; 
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therefore care is taken to ensure that the sample is unbiased in the way it represents 
the phenomena under study. 
 
Muller (2011:45) asserted that reasons for sampling include lower cost, greater speed of 
data collection, and greater accuracy of results and availability of population elements. 
Therefore a sampling strategy was preferred for this study as the cost of sampling the 
entire population of 220 employees could have been excessive. A sample size of 112 
employees, out of a population of 220 employees, was selected due to the relatively 
small size of the population. This enabled a reduced number of questionnaires to be 
printed and consequently took less time in terms of administering the questionnaires. 
 
According to Feinberg (2003:2), in stratified random sampling the population is divided 
into subpopulations called strata, and within each stratum a separate sample is 
selected. The population of this study consisted of employees at various hierarchical 
levels or strata of the organisation. The stratified sampling method was used to ensure 
that employees were not over- or underrepresented in the study. At CCF the various 
strata identified were bargaining unit employees, non-bargaining unit employees, 
supervisors/team leaders and managers. Each strata of the population reflected the 
proportion of employees from the population, and the same proportions were applied to 
the sample as depicted in Table 3.1. 
 
Table 3.2: Sample stratification 
Strata Population Stratification (%) Sample size 
Bargaining unit employees 185 83 94 
Non-bargaining unit 
employees 19 9 10 
Team Leader/Supervisor 8 4 4 
Manager 8 4 4 
TOTAL 220 100 112 
 
Table 3.2 presents the various strata of employee groups, the population of each 
employee group, stratification and sample sizes.  
60 
 
 
 
3.3.4 Data Collection 
Collis and Hussey (2009:187) proposed that data can be classified by source. The 
literature review is an analysis of secondary data and primary data which refers to 
research data. Typical sources of secondary data include commercial databases, 
published books, articles, reports and statistics and organisation’s internal documents 
and records. 
 
For the purpose of this study, data was collected by using secondary and primary data 
collection methods. Secondary data was collected by means of accessing existing 
literature through journal articles, monographs and internet articles. Primary data was 
collected by means of a self-administered questionnaire distributed to a sample of CCF 
employees in the logistics department.  
 
Figure 3.1 presents an overview of the data collection process, as proposed by Collis 
and Hussey (2009:187), which was followed in this study.  
Figure 3.1: Data collection process 
 
Source: Collis and Hussey (2009) 
 
 
Identify the 
variables
Choose data 
collection 
method(s)
Conduct pilot study
Select a sampleCollect research data
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For the purpose of this study, variables related to engagement (specifically factors 
influencing engagement and critical success factors) were identified from the theoretical 
study, which was presented in Chapter Two. For the empirical study, a survey with a 
questionnaire as data collection instrument was done. A questionnaire was developed, 
submitted to a pilot study and then administered to a sample group of employees at 
Coca Cola Fortune.  
 
A questionnaire is a list of carefully structured questions with the purpose of eliciting 
reliable responses from an identified sample. The variables in this study have been 
identified and the questionnaire was designed and linked to these variables. An ordinal 
scale in the form of a five point Likert-type scale was designed to capture the dependent 
and independent variables in the questionnaire. 
 
 3.3.5  Development and design of the questionnaire 
This section will explore the development and design of the questionnaire which was 
administered in this study. Ethical clearance for this study was obtained from the 
NMMU; the ethical clearance reference number is H13-BES-BS-024. 
 
(i) Development of the questionnaire 
The following should be considered in the design of a questionnaire: 
 A well designed questionnaire should meet the research objectives; 
 The questionnaire should obtain the most complete and accurate information 
possible; 
 The questionnaire should make it easy for respondents to provide the required 
information, and should be arranged so that sound analysis and interpretation can 
be possible; and 
 It should keep the process brief and keep respondents interested throughout the 
process (FAO 1997). 
 
Questionnaire design consists of two important aspects: the structure of the questions 
and the types of response formats for each question. Survey questions can be classified 
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into three structures namely closed, open-ended and contingency questions. Closed 
ended questions ask the respondent to select a response from a possible set of 
answers, i.e. Likert scale. Open ended questions require the respondent to enter a word 
or short text. Contingency questions are a form of closed ended questions as they apply 
to a subgroup of respondents (Siniscalco & Auriat 2005:26).  
 
For the purpose of this study, closed ended questions as well as one open ended 
question were used as the purpose of the research was to obtain data that would be 
easy to analyse and interpret. Each statement was attached to a Likert rating scale to 
allow the respondents to indicate their level of agreement ranging from “strongly 
disagree” to “strongly agree”. For the purpose of analysis, each response was coded 
from 1 to 5 (strongly agree). 
 
Variables identified in the theoretical overview were captured in the design of the 
questionnaire. The questions consisted of the following sections: 
 
Section A:  Biographical information 
Section B:  Engagement 
Section C:  Factors influencing employee engagement 
Section D:  Critical success factors 
 
Section A comprises five questions that collect the biographical information of 
respondents. Section B includes one open ended question and closed ended questions.  
 
(ii) Questionnaire cover letter 
A cover letter was developed and added to the questionnaire. A cover letter aims to 
provide the reason for the study, who is conducting the study, requesting respondents 
to kindly complete the questionnaire as well as ensuring confidentiality of responses.  
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(iii) Pretesting the questionnaire 
Until the questionnaires have been distributed among respondents, it is difficult to 
determine whether it will achieve the desired results (FAO 1997).  To identify errors that 
may require correcting, it is necessary to pre-test the questionnaire prior to 
implementing it in a full-scale survey. The purpose of pre-testing a questionnaire is to 
determine 
 whether the questions/statements as they are worded will achieve the desired 
results; 
 whether the questions/statements have been placed in the best order; 
 whether the questions/statements are understood by all the respondents; and 
 whether questions/statements should be added or deleted. 
 
Poisat (2006:235) indicated that by implementing pre-testing, the researcher is able to 
determine how respondents interpret, understand and react to the questions. Feedback 
from the respondents is used to revise questions or statements which are ambiguous 
and lead to misinterpretation.  
 
The approach used to pre-test for this study was as follows: 
 A copy of the questionnaire was given to a statistician who assisted with the 
statistical analysis.  
 The initial questionnaire was given to five logistics employees (two managers, one 
team leader and two bargaining unit employees) to complete. Feedback from these 
employees was used to amend and revise the questionnaire. 
 The five employees identified were requested to complete and evaluate the 
questionnaire with emphasis on the following: 
- Duration of completing the questionnaire 
- Instructions and clarity of language 
- Possible omission of certain topics 
- Layout 
- Ambiguity of questions 
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The response from the pilot group was that the duration of completing the questionnaire 
was reasonable and not time consuming. The instructions and language used were 
clear and easy to understand. The group also indicated that the topics addressed in the 
questionnaire were relevant, the layout was good and that the questions were 
unambiguous. Based on this feedback, no amendments were made to the 
questionnaire. 
 
In terms of the pilot study, the five respondents were randomly selected from the strata 
identified in Table 3.2. Two respondents were selected from the bargaining unit stratum, 
one respondent was selected from the non-bargaining unit stratum, one respondent was 
selected from the team leader stratum and one respondent was selected from the 
manager stratum. The questionnaires were self-administered, after which a brief 
discussion was conducted with the respondents to ascertain if any improvements were 
to be made to the questionnaire. No discrepancies and/or errors were identified with 
regard to the pilot study and all questions were answered by the respondents. 
 
3.3.6 Administration of questionnaires 
The questionnaires were distributed to various sections of the logistics department 
based on the stratified sample identified. A brief meeting was conducted with bargaining 
unit staff explaining the objective of the study, the process of completing the 
questionnaire and the duration of completing questionnaires. Managers, team leaders 
and non-bargaining unit staff were informed via e-mail explaining the objective of the 
study, the process of completing the questionnaire and the duration of completing 
questionnaires.  
 
Collis and Hussey (2009:194) explained that group distribution is applicable where the 
survey is conducted in a small number of locations or a single location. It provides the 
opportunity for the purpose of the questionnaire to be explained, how to complete the 
questionnaire and being available to respond to any queries. Convenience and low cost 
are key features of this method which could result in a high number of usable 
questionnaires. 
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Based on the discussion above, it is evident that research design provides the platform 
for an effective approach to conducting research. The identified elements of the 
research design process also play an important role in ensuring that the credibility of the 
study is maintained. 
 
3.4 RESPONSE RATE 
Adomi (2007) confirmed that response rate is a crucial factor in evaluating the reliability 
of survey results. One of the main challenges a researcher may experience is to wait for 
sufficient replies prior to the commencement of data analysis.  
 
To ensure a good response rate, the following guidelines were considered in designing 
the questionnaire: 
 The questionnaire should be clearly designed and have a simple layout; 
 The questionnaire should be adequately piloted and tested; 
 The questionnaire should be concise and have a clear purpose; 
 The aims of the study should be clearly explained to respondents; and 
 Provide information about the survey in the cover letter. 
 
The questionnaire was distributed to 120 respondents, resulting in 112 questionnaires 
returned; translating into a response of 93%. The number of questionnaires returned 
from each department within the logistics function is illustrated in Table 3.2. 
 
Table 3.3 Response rate 
Department Questionnaires issued Questionnaires returned 
Distribution 65 62 
Warehouse 37 34 
Transport / Fleet 9 8 
Primary distribution (Hauling) 4 3 
Secondary distribution 
(Roadshow) 5 3 
Other 0 2 
TOTAL 120 112 
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As previously discussed in terms of the administration of the questionnaires and 
reflected in the table above, respondents from various departments within the logistics 
function were requested to complete the questionnaires. The majority of the responses 
were obtained from the Distribution and Warehouse departments, as the majority of 
CCF employees (including bargaining unit employees) worked within these 
departments. They accounted for 86 per cent of the total responses received; the Fleet, 
Hauling and Roadshow departments accounted for 14 per cent of responses received.  
 
3.5   VALIDITY AND RELIABILITY 
Validity and reliability are the two most fundamental and important characteristics of any 
measuring instrument (Miller, n.d.). The following section will highlight these principles 
in greater detail. 
 
 3.5.1 Validity 
Basheer, Afzal and Azeem (2008:39) stated that validity determines whether research 
has measured what it is intended to measure and how truthful the findings are. Validity 
is further defined in quantitative research as construct validity. This refers to a concept, 
question or hypothesis which provides the basis for data collection, consistent with the 
construct. Validity is a key concept relevant to the discussion of research methodology. 
Various types of validity exist in respect of research and statistics; they are outlined as 
follows (Webster 2013): 
 
(i) Statistical conclusion validity 
This type of validity refers to inferences about whether it is reasonable to presume co-
variation given a specified alpha level and the obtained variances. Examples or 
problems that could threaten statistical conclusion validity would be random 
heterogeneity of the research subjects (the subjects represent a diverse group - this 
increases statistical error) and small sample size (it is more difficult to find meaningful 
relationships within a small number of subjects). 
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(ii) Internal validity 
Internal validity is defined as the approximate validity with which it can be inferred that a 
relationship between two variables is causal (South Alabama, n.d.). If high internal 
validity can be established then it is possible to conclude that there is strong evidence of 
causality. However, if low internal validity exists then it must be concluded that little or 
no evidence of causality exists.  
 
(iii) External validity 
The issue of being able to generalise the results of a particular study to other times, 
persons and places is addressed by external validity. The following factors must be 
considered in determining whether a threat to external validity exists, whether the same 
results could be obtained with a different sample, whether the same results would be 
obtained if the study was conducted in a different setting and whether the same results 
would be obtained if the study should be conducted in the future.  
 
(iv)     Construct validity 
According to Brown (2000:4), construct validity can be defined as the experimental 
demonstration that a test is measuring the construct it claims to be measuring. Collis 
and Hussey (2011:65) mentioned that construct validity relates to the problem that a 
number of phenomena which are not directly observable, such as motivation, 
satisfaction, anxiety and ambition. These are known as hypothetical constructs which 
are assumed to exist as factors which explain observable phenomena.  
 
Based on the discussion above, the validity of research findings play an important role 
with regard to the credibility and trustworthiness of the research process. In order to 
ensure reliability and validity of the results of this study, the researcher approached the 
Research Supervisor and Statistician, from the NMMU Statistical Unit, in the 
development of the questionnaire. Cronbach’s alpha coefficient was used as a measure 
to test internal reliability of the questionnaire in this study.  The results are presented in 
the next paragraph.  
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3.5.2 Reliability 
The reliability of the questionnaire in this study was assessed by using Cronbach’s 
alpha coefficient. Statistica was the statistical procedure used to correlate test items 
from sections B, C and D of the questionnaire. The reliability assessment results are 
captured in Table 3.4. The sections and factors addressed in the questionnaire are 
indicated in the table. All of the factors were confirmed to be internally reliable. In this 
study, the questionnaire is consistently measuring what each factor sets out to measure 
as the Cronbach’s alpha coefficients are greater than 0.7 (assumed acceptable). 
 
Collis and Hussey (2009:64) indicated that reliability and validity are crucial factors that 
must be considered during the process of collecting data. Reliability refers to the 
findings of the research and is one component of the credibility of the findings. Validity 
refers to the extent to which the research findings indicate what is actually happening in 
the study or situation.  
 
Cronbach’s alpha coefficient was used as a measure to test internal reliability of the 
questionnaire in this study. Gliem and Gliem (2003:87) provided the following rules of 
thumb in respect of internal reliability: >0.9 (excellent), >0.8 (good), >0.7 (acceptable), 
>0.6 (questionable), >0.5 (poor). They further proposed that an alpha value of 0.8 could 
be regarded as a reasonable goal. 
 
Table 3.4 Cronbach’s alpha 
Section and items Variable Cronbach’s alpha
B 3.1 – B 3.14 Engagement 0.93 
CCC 1 – 4 Corporate communication 0.76 
CEI 1 – 4 Employee involvement 0.77 
CRWM 1 – 4 Relationships with managers / supervisors 0.88 
CHRP 1 – 6 Human Resources policies and procedures 0.85 
DC 1 – 5 Customer satisfaction 0.88 
DR 1 – 2 Retention 0.91 
DR 3 – 4 Attendance 0.91 
DR 5 – 7 Presenteeism 0.91 
DP 1 – 5 Productivity 0.90 
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Reliability and validity are ways of demonstrating the rigour of the research process and 
the trustworthiness of the findings (Roberts 2006:41).  
 
Basheer et al. (2008:36) define reliability as the extent to which results are accurate and 
consistent over time and can be reproduced under a similar methodology. Three types 
of reliability are identified for the purposes of quantitative research, namely: 
 Degree of consistency of findings; 
 The stability over time; and 
 The similarity within a given period of time. 
 
As the statements incorporated in the questionnaire used in this study were found to be 
reliable no results had to be excluded for purposes of analysis. The methods used for 
data analysis are discussed in the following paragraph. 
  
3.6 DATA ANALYSIS 
Levine (1996:1) stated that data analysis refers to a body of methods that assists in the 
description of facts, detection of patterns, and development of explanations and testing 
of hypotheses.  
 
All the questionnaires collected in this study were marked with a unique number after 
distribution, in order to present the data effectively.  The response options based on the 
Likert type scale used in the questionnaire were coded with a number: Strongly 
disagree (1), Disagree (2), Neither agree nor disagree (3), Agree (4), Strongly agree (5). 
 
3.6.1 Statistical analysis 
In terms of descriptive/exploratory statistics, frequency tables, graphs (pie and bar 
charts) were used in this study. Cronbach’s Alpha coefficient and exploratory factor 
analysis were also used in this study. With regard to inferential statistics, analysis for 
this study was conducted by using Pearson Product-Moment correlations in order to test 
hypotheses and analyses of variance (ANOVA) to test for differences between groups. 
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3.7 CONCLUSION 
The purpose of this chapter was to highlight and explore the research methodology 
used to conduct the empirical study. The research type, research design and pre-testing 
methods that were implemented were also discussed. The empirical data obtained from 
the questionnaires are presented and analysed in the following chapter.  
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CHAPTER FOUR 
EMPERICAL RESULTS 
 
4.1 INTRODUCTION 
The previous chapter covered the research methodology adopted during this study. The 
purpose of the empirical study was to test the relationship between employee 
engagement, the factors that influence engagement and the influence of these factors 
on critical success factors. The research approach adopted was quantitative in order to 
collect data by means of a questionnaire. Furthermore the purpose of the study was to 
determine the perceptions of CCF employees with regard to employee engagement, 
and its impact on critical success factors at CCF. 
 
The purpose of this chapter is to analyse data collected and present the results of the 
empirical study.  A questionnaire was administered to Logistics employees at CCF in 
Port Elizabeth. The size of the sample is 112. The chapter starts with a presentation of 
the results from section A which includes the biographical data of respondents.  
Thereafter the results for each of the different sections are presented, which include 
section B1 to B3, section C and section D. Section B solicited information on how 
frequently respondents discussed engagement at work and their understanding of 
employee engagement. Section C comprised the factors that influence engagement and 
section D highlighted the critical success factors. For these sections, descriptive 
statistics was used.  
 
4.2 ANALYSIS AND PRESENTATION OF BIOGRAPHICAL DATA: SECTION A 
Section A of the questionnaire contains questions that required biographical information 
of the respondents. The questions referred to their position at CCF, age, duration of 
employment, highest qualification and the department in which they were employed. 
The following sections show the biographical information obtained from the study. 
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4.2.1 Position at CCF 
Question A.1 required the respondents to indicate the position they occupied within 
CCF. Figure 4.1 provides a summary of the information obtained. 
 
Figure 4.1: Position of respondents 
 
 
The majority of the respondents comprised bargaining unit employees (72%). The 
respondents were mostly truck drivers, truck assistants, lashers, chain helpers and 
order makers who had a direct role in the picking and delivery of products. Non-
bargaining unit employees accounted for 15 per cent of the respondents. These were 
professional, administrative and clerical employees. Supervisors/Team Leaders 
constituted seven per cent and Managers four per cent of responses. Table 4.1 reflects 
that 86 per cent of the respondents were from the distribution and warehouse 
departments which are a true compilation of employees in the population. 
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Table 4.1: Response rate 
Department Questionnaires issued Questionnaires returned 
Distribution 65 62  
Warehouse 37 34 
Transport / Fleet 9 8 
Primary distribution 
(Hauling) 4 3 
Secondary distribution 
(Roadshow) 5 3 
Other 0 2 
TOTAL 120 112 (93%)   
 
It can be concluded that a good response rate was attained (93%). 
 
4.2.2 Age 
Question A.2 required the respondents to indicate their age. The results are presented 
in Figure 4.2. 
 
Figure 4.2: Age of respondents 
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From the figure above, it is clear that just under half of the respondents (44%) were 
between the ages of 31 and 40 years (44%). If the following interval (41 to 50 years) is 
combined with the interval of 31 to 40 years, it can be deduced that the majority of 
respondents were between the ages of 31 and 50 (71%). 
  
4.2.3 Duration of employment at CCF 
Question A.3 required respondents to indicate the duration of their employment at CCF. 
The results are illustrated in Figure 4.3.  
 
Figure 4.3: Duration of employment 
 
 
The analysis indicates that 33 per cent of respondents had been employed at CCF 
between six and 10 years. It further reveals that 29 per cent were in service at CCF for 
one to five years. When the 11 to 15 year and 16 to 20 year intervals are combined, 
they account for 26 per cent of respondents. Various factors could influence the 
duration of employment, given the purpose of this study. These factors could include 
availability of suitable jobs, opportunities for promotion and possibly the current 
unemployment rate.  
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4.2.4 Highest qualification 
Question A.4 required respondents to indicate their highest level of educational 
qualification. The results are presented in Figure 4.4. 
 
Figure 4.4: Highest level of educational qualification 
 
 
The analysis reveals that the majority of respondents did not have a matric qualification 
(49 per cent). Those respondents in possession of a Matric qualification constituted 38 
percent. Respondents who indicated their qualifications as national Diploma, degree 
and post graduate accounted for 10 per cent of the feedback. Respondents who 
indicated their educational level as “other” obtained post matric certificates in various 
areas such as logistics and sales and marketing. The results show a relatively low level 
of education among employees.  
 
4.2.5 Department employed at CCF 
Question A.5 required respondents to indicate in which department they were 
employed. Figure 4.5 presents the results. 
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Figure 4.5: Department  
 
 
Fifty-five per cent of the respondents were from the distribution department. Thirty per 
cent of the respondents were from the warehouse department. The balance of 
approximately 14 per cent of the respondents was distributed across Transport, Hauling 
and other departments, including Secondary Distribution (Roadshow).  These results 
are representative of the logistics function at CCF.  
 
4.3 PRESENTATION AND ANALYSIS OF SECTION B: EXTENT OF EMPLOYEE 
ENGAGEMENT 
Section B required respondents to answer questions relating to their degree of 
engagement. The first question in this section required respondents to indicate whether 
engagement was a topic that was regularly discussed in their workplace, and then, in 
their own words, to explain what engagement was. The responses to this question were 
analysed qualitatively and are presented in paragraph 4.4.2.  
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4.3.1 Extent of discussion of engagement in the workplace 
Section B.1 required the respondents to indicate to which extent engagement was 
regularly discussed in their workplace. The results are derived from the questionnaire 
with a five-point Likert-type scale outlining the following categories: 1 = Strongly 
disagree, 2 = Disagree, 3 = Neither agree nor disagree, 4 = Agree and 5 = Strongly 
agree.  
 
Table 4.2: Regular discussion of engagement in the workplace 
Department N Mean 
Distribution 62 3.19 
Warehouse 34 2.97 
Transport (Fleet) 8 3.37 
Hauling 3 2.67 
Secondary Distribution (Roadshow) 5 4.20 
 
With an aggregate mean of 3.08 for the Distribution and Warehouse departments, 
respondents indicated that they neither agreed nor disagreed that engagement was 
regularly discussed in the workplace. These departments constitute the largest portion 
of respondents within the Logistics function. Responses from respondents in Secondary 
Distribution showed a mean score of 4.2 which shows a tendency towards agree.  
However, only five respondents were from this department.   
 
4.3.2 Respondents’ explanation of engagement 
Question B.2 required the respondents to indicate, by means of an open-ended 
question, what their explanation of engagement was.  The responses were qualitatively 
analysed according to themes and are presented in Table 4.3. The table indicated the 
responses and total number of responses related to each theme. 
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Table 4.3: Responses to section B2 (explanation of engagement) 
 THEME Related responses 
Total no. of 
responses 
related to each 
theme 
Manager / 
Team 
Leader 
Employee 
1 Reciprocal relationship and benefit 
Employer and employee 
meet each other halfway; 
benefit and strengthening; 
Support 
12 3 9 
2 Enthusiasm and involvement Employee who is involved and enthusiastic in their work 10 2 8 
3 Communication Keeping employees interested and informed 10 2 8 
4 Motivation Motivation from peers and management 10 2 8 
5 Emotional attachment 
Degree of positive or 
negative emotional 
attachment 
8 2 6 
6 Commitment Commitment to do work well 7 1 6 
7 Satisfaction Level of satisfaction reached at work 7 1 6 
8 Organisational benefit  Furthering organisation’s interest 6 0 6 
9 Discretionary effort How much effort employees are willing to contribute 4 0 4 
 
An analysis of the responses revealed nine (9) themes of employee engagement as 
indicated in the first column of the table. The themes that elicited the most responses 
are “Reciprocal relationship and benefit” (12 related responses), “Enthusiasm and 
involvement”, “Communication” and “Motivation” which yielded 10 responses each. The 
themes “Emotional attachment” and “Satisfaction” obtained eight and seven responses 
respectively, indicating that respondents also considered these themes as important. 
The above shows that employees’ perceptions and understanding of engagement was 
based on a reciprocal relationship of support (meeting each other halfway) between an 
employer and its employees.   
 
Engagement is further perceived to refer to employees who are enthusiastic about and 
involved in their work. Keeping employees informed about issues that may affect the 
organisation and employees’ work lives is another theme which informs employees’ 
perceptions of engagement. Employees also stated that motivation plays an important 
79 
 
 
 
role in engagement, whether it may come from management or from fellow employees. 
Employees further understood engagement to be the degree of positive or negative 
emotional attachment to an organisation. A further perception of engagement was the 
extent to which employees experienced satisfaction at work. Employee engagement is 
defined as an employee’s willingness and ability to help his or her organisation succeed, 
by providing discretionary effort on a sustainable basis (Markos & Sridevi 2010:89).   
 
Thirty nine of the respondents (35%) did not respond to this question, which could 
suggest that they did not understand what employee engagement referred to or they 
were unable to define the concept adequately. It could also imply they did not want to 
answer the question. The majority of the non-responses were from BU employees. 
 
4.3.3 Extent of engagement 
The rest of section B of the questionnaire required respondents to provide responses to 
questions which determine the extent to which they were engaged or disengaged. The 
results are derived from the questionnaire with a five-point Likert-type scale outlining the 
following categories: 1 = Strongly disagree, 2 = Disagree, 3 = Neither agree nor 
disagree, 4 = Agree and 5 = Strongly agree. The results are revealed in Figure 4.6. 
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Figure 4.6: Extent of engagement 
 
 
The above figure shows that the responses to these statements were mostly favourable, 
with most responses showing a tendency towards agree and strongly disagree.  The 
exception is responses to B1 (I enjoy my job), which shows that only half of the 
respondents gave agree/strongly agree responses.  Twenty-one employees neither 
agreed nor disagreed with the statement, while 29% indicated that they 
disagreed/strongly disagreed. Table 4.4 illustrates how the favourableness of the 
responses is linked to the Likert-scale used in this study.  
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Table 4.4: Likert scale  
1 2 3 4 5 
Strongly disagree 
(unfavourable) 
Disagree 
(unfavourable) 
Neither agree nor 
disagree (neutral) 
Agree 
(favourable) 
Strongly disagree 
(favourable) 
 
All the statements in this section received favourable responses; with all of them 
receiving a combined agree/strongly agree response of 50% or more. Statements B5 (I 
support the organisational goals) and B 9 (I concentrate well when doing my job) 
received the highest combined agree/strongly agree responses of 83%. Statement B1 (I 
enjoy my job) received the lowest combined agree/strongly agree response of 50%, 
indicating that only half of the respondents could convincingly indicate that they enjoyed 
their jobs.  Table 4.5 presents the mean scores and standard deviations for responses 
received to Section B (employee engagement) of the questionnaire.  
 
Table 4.5: Statements relating to employee engagement  
Engagement N Mean Standard deviation
B1. I like/enjoy my job at CCF. 112 3.67 1.20 
B2. I tend to volunteer to help others in the workplace. 112 3.75 1.11 
B3. I look well after my company’s property. 112 3.91 1.16 
B4. I am willing do extra tasks if asked. 112 3.75 1.20 
B5. I am in support of the organisation’s goals. 112 3.97 1.03 
B6. I actively try to do things better every day. 112 4.01 1.06 
B7. My fellow employees at CCF are committed to 
doing quality work. 112 3.70 1.15 
B8. I enjoy being at work. 112 3.88 1.09 
B9. I concentrate well when doing my job. 111 4.06 1.06 
B10. I focus intensely on my work requirements 112 3.96 1.11 
B11. I am eager to solve problems well. 112 3.89 1.12 
B12. CCF is a good place to work. 111 3.59 1.26 
B13. The vision of CCF is important to me. 112 3.71 1.16 
B14. I am passionate about my job. 112 3.88 1.22 
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Table 4.5 shows the fourteen statements which were used to measure the degree of 
engagement of employees, with the N, mean and standard deviation of responses. The 
lowest mean is statement B12 (3.59) and the highest mean is statement B9 (4.06), thus 
revealing that respondents neither agreed nor disagreed that CCF was a good place to 
work at. Statement B9 indicates that respondents believed they concentrated well when 
performing their jobs (mean – 4.06). The results above show that the majority of 
employees within the Logistics function at CCF gave an indication that they were 
engaged at work.  The responses also indicate examples of organisational citizenship 
behaviour (e.g. statements B2 – B4).  
 
4.4 PRESENTATION AND ANALYSIS OF SECTION C: FACTORS INFLUENCING 
EMPLOYEE ENGAGEMENT 
Section C of the questionnaire required respondents to respond to questions relating to 
the factors that influence employee engagement. This section of the questionnaire was 
divided into four sub-sections: corporate communication, employee involvement, 
relationships with managers/team leaders and HR policies and procedures. The results 
of this section are presented in Table 4.3. The results are derived from the 
questionnaire with a five-point Likert-type scale outlining the following categories: 1 = 
Strongly disagree, 2 = Disagree, 3 = Neither agree nor disagree, 4 = Agree and 5 = 
Strongly agree.  
 
Table 4.6 illustrates the descriptive statistics namely the N, mean and standard 
deviation. The factors measured in this section are corporate communication, employee 
involvement, relationships with managers/team leaders and HR policies and 
procedures. 
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Table 4.6: Descriptive statistics for Section C: Factors influencing engagement 
Variable N Mean Standard deviation 
Corporate Communication 
CC1. I understand what the mission, vision and objectives are of 
CCF. 111 3.64 1.20 
CC2. CCF informs me of its financial performance. 112 3.44 1.17 
CC3. CCF informs me of its future plans. 112 3.21 1.21 
CC4. CCF informs me of important events that affect the business. 112 3.50 1.19 
Employee Involvement 
EI1.  I suggest or implement new ideas within my job and team. 112 3.22 1.15 
EI2. I make decisions with regard to my job. 112 3.52 1.16 
EI3. I participate in activities to improve my job and thus contribute 
to my team. 112 3.59 1.00 
EI4. I am involved or participate in a work-related forum or a 
committee. 112 3.03 1.17 
Relationships with Managers / Team Leaders 
RWM1. My manager cares about my development at work. 112 3.13 1.36 
RWM2. My manager/supervisor makes time to listen to me. 112 3.28 1.23 
RWM3. I feel comfortable to talk to my team leader/manager about 
aspects of my personal life. 112 3.29 1.28 
RWM4. I am inspired by manager/supervisor. 112 3.23 1.33 
HR Policies and procedures 
HRP1. I have opportunities to develop and grow in my job. 112 3.13 1.38 
HRP2. I am coached/mentored by my manager. 112 3.13 1.25 
HRP3. I am rewarded adequately for the work that I do. 112 2.97 1.30 
HRP4. I am satisfied with the benefits I receive. 112 3.03 1.31 
HRP5. I know that I can progress in my job. 112 3.36 1.28 
HRP6. My induction into CCF helped me understand important     
aspects of the organisation. 112 3.29 1.23 
 
 
Table 4.7 provides a summary of the descriptive statistics used to analyse the factors 
that could influence engagement. The sections which follow provide an analysis of 
results per factor. The above results show only four statements that elicited responses 
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with a tendency towards ‘agree’. These are CC1, CC4, EI2 and EI3. The rest of the 
responses all show a tendency toward neither agree/nor disagree.  
 
Table 4.7: Summary of descriptive statistics (factors influencing engagement) 
Variable N Aggregate Mean Median Mode 
Standard 
deviation 
Corporate Communication 112 3.44 3.50 4 0.91 
Employee Involvement 112 3.34 3.50 4 0.87 
Relationships with 
managers/supervisors 112 3.23 3.50 4 1.11 
HR Policies and Procedures 112 3.15 3.25 4 0.98 
 
Table 4.7 show aggregate means for each section that shows a tendency towards 
neither agree/nor disagree responses.  Significant here is the spread of standard 
deviations that is relatively narrow, ranging between 0.87 and 1.11, indicating that the 
responses to the statements were relatively consistent.  
 
4.4.1 Corporate communication (CC) 
The aggregate mean (3.44) to responses in this section show a tendency toward neither 
agree/nor agree. Yet, the response which occurred most frequently was “agree” (mode 
= 4). The midpoint of the data is “neither agree nor disagree” (median = 3.5). A standard 
deviation of 0.91 indicates the degree to which the responses vary in relation to the 
mean. Table 4.6, however, shows that two statements received responses that reflected 
agreement. These were CC1 and CC4. These results are confirmed by the histogram 
presented in Figure 4.7.  
 
Figure 4.7 presents that the corporate communication response data does not follow a 
normal distribution. The figure further confirms that the most frequent responses fall in 
the class of “agree”.  
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Figure 4.7: Histogram of corporate communication (CC) results 
 
 
4.4.2 Employee involvement (EI) 
Table 4.7 indicates that the average response on this factor is “neither agree nor 
disagree”, confirmed by an aggregate mean of 3.34. However, a mode of 4 indicates 
that the most frequent response with regard to this factor is “agree”. A standard 
deviation of 0.87 indicates the degree to which the responses vary in relation to the 
mean. In this case, it means the spread of responses were relatively narrow, signalling 
consistency in way the statements were responded to.  
 
When referring back to Table 4.6, it is clear that the two responses reflecting agreement 
were that employees were able to make decisions regarding their jobs and that they 
could participate in activities which contributed to their teams (EI2 and EI4). 
 
Figure 4.8 indicates that the response data does not follow a normal distribution. To 
some extent, the data appear bi-modal, with the “neither agree nor disagree” and 
“agree” classes showing peaks, which is congruent to the results illustrated in Table 4.6, 
where half of the statements in this section show means indicating ‘agree’ responses 
and the other half showing means indicating ‘neither agree/nor agree’ responses.  
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Figure 4.8: Histogram of EI results 
 
 
4.4.3 Relationships with managers / team leaders (RWM) 
Respondents indicated neither agree nor agree responses to questions pertaining to 
RWM as presented by Table 4.7. This is represented by an aggregate mean of 3.23. 
Yet, the response which occurred most frequently was “agree” (mode = 4). The midpoint 
of the data is “neither agree nor disagree” (median = 3.5). A standard deviation of 1.11 
indicates the degree to which the responses vary in relation to the mean. 
 
The analyses of the results reveal that respondents neither agreed nor disagreed as to 
whether they experienced positive relationships with management. These include 
management caring about respondents’ development, taking the time to listen to 
respondents, sharing of personal information and being inspired by management. 
Respondents indicated that they neither agreed nor disagreed with statements 
regarding management caring about their development as well as being inspired by 
management. The data appears to show further indifference as to whether adequate 
coaching and mentoring occurs. 
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Figure 4.9 indicates that the response data for relationships with management does not 
follow a normal distribution, and is skewed to the right, showing a slight tendency 
toward agreement. The figure illustrates that the most frequent responses fall in the 
class of “agree”. The data is dispersed around the mean which indicates a more 
significant increase in variance in responses (standard deviation = 1.11), compared to 
the other factors. This is also evident in Table 4.6.  
 
Figure 4.9: Histogram of RWM results 
 
 
4.4.4 Human Resources policies and procedures (HRP) 
Table 4.7 indicates that the average response on this factor is “neither agree nor 
disagree”, confirmed by an aggregate mean of 3.15. Yet, a mode of 4 indicates that the 
most frequent response with regard to this factor is “agree”. In this factor, the midpoint 
of the data is “neither agree nor disagree” (median = 3.5). A standard deviation of 0.98 
indicates the degree to which the responses vary in relation to the mean. 
 
The analyses of the results reveal that respondents mostly neither agreed nor disagreed 
that HR policies and procedures positively influenced their working lives. These include 
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development opportunities, coaching opportunities and career progression, 
compensation and allocation of benefits and induction.  
 
Figure 4.10 indicates that the frequency distribution does not appear to be normal. The 
data can be seen as widely dispersed around the mean, indicating significant variation 
in responses. This is confirmed by the standard deviations, which are slightly higher 
than for the first two sub-sections.   
 
Figure 4.10: Histogram of HRP results 
 
 
In conclusion to this section, it is clear the aggregate mean is not the best reflection of 
the real responses. The histogram shows a tendency or slight tendency towards agree 
responses.   The statements in this section that elicited the most positive results were: 
 
 I understand what the mission, vision and objectives are of CCF.  
 CCF informs me of important events that affect the business. 
 I make decisions with regard to my job. 
 I participate in activities to improve my job and thus contribute to my team. 
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4.5 PRESENTATION AND ANALYSIS OF SECTION D: CRITICAL SUCCESS 
FACTORS 
In Section D of the questionnaire respondents had to respond to questions relating to 
the critical success factors. This section of the questionnaire was divided into three sub-
sections: customer satisfaction, employee attendance and productivity. The results of 
this section are presented in Table 4.8.  
 
Table 4.8 illustrates the descriptive statistics namely the mean, median and standard 
deviation. The primary statistic in this study for the analysis and interpretation is the 
mean. The items used in the questionnaire were grouped and analysed per factors. The 
factors are customer satisfaction, employee attendance (absenteeism and 
presenteeism) and productivity. 
 
Table 4.8: Summary of descriptive statistics (critical success factors) 
Variable N Aggregate Mean Median Mode
Standard 
deviation Skewness 
Customer satisfaction 112 3.69 4 4 0.90 -0.98 
Employee attendance 
(Retention, absenteeism 
and presenteeism)
112 3.53 3.71 4 0.96 -0.91 
Productivity 112 3.60 3.70 4 0.94 -0.72 
 
It is evident from Table 4.8 that the aggregate mean scores for all three factors all 
showed a tendency towards agree. The standard deviations were relatively low, 
showing a narrow spread of responses.  
 
4.5.1 Customer satisfaction (CS) 
Table 4.8 indicates that respondents tended to agree with the statements regarding CS 
as confirmed by the aggregate mean of 3.69. The midpoint of the data is “agree” 
(median = 4) and the mode is “agree” (mode = 4).  
 
From Table 4.9 it can be deduced that in terms of the mean scores, that respondents 
believed that they did deliver good customer service to internal customers and that their 
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efforts were recognised by management. Respondents have indicated that they neither 
agreed nor disagreed with regard to recognition of how internal queries were addressed 
(DC4), as is evident in the table below. 
 
Table 4.9: Customer satisfaction 
Customer satisfaction 
Variable N Mean Standard deviation
DC1. The customers of our department are satisfied 
with our product and services. 112 3.72 1.07 
DC2. Our department is recognised by our 
customers for meeting their standards. 112 3.71 1.16 
DC3. Senior management is satisfied with the way in 
which we attend to our customers. 112 3.63 1.06 
DC4. We receive recognition from other departments 
for how we attend to the requirements of our 
internal customers. 
112 3.38 1.15 
DC5. We deliver a good service to our customers.   112 4.00 1.01 
 
 
Figure 4.11 illustrates the frequency distribution for the customer satisfaction factor. The 
data do not follow a normal distribution and is left-skewed (skewness = -0.98). The most 
frequent response in this graph is “agree”. Significant here is the spread of standard 
deviations that is relatively narrow, ranging between 1.01 and 1.16, indicating that the 
responses to the statements were relatively consistent. 
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Figure 4.11: Histogram of CS results 
 
 
4.5.2 Employee attendance – retention and absenteeism, presenteeism (EA) 
Respondents indicated slight agreement to questions pertaining to EA as presented by 
Table 4.10. The aggregate mean for this factor was 3.53. The response which occurred 
most frequently was “agree” (mode = 4). The midpoint of the data is skewed towards 
“agree” (median = 3.71).  
 
The analyses of results, as illustrated in Table 4.10, show that respondents mostly 
agreed that their needs were met by the organisation. It appears that respondents were 
not intent on leaving CCF in the immediate future. Furthermore the data indicates 
respondes relating to whether the respondents feel energised at work. Respondents 
appear to be motivated within their teams.  
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Table 4.10: Employee attendance (absenteeism, presenteeism and retention) 
Employee attendance (retention, absenteeism and presenteeism) 
Variable N Mean Standard deviation 
DR1. CCF provides an environment that meets my needs 
and encourages me to stay with the organisation.  112 3.32 1.27 
DR2. I plan to continue working for CCF for a long time. 112 3.61 1.21 
DR3. My unit’s attendance at work is good. 112 3.65 1.15 
DR4. I feel energised at work.  112 3.48 1.11 
DR5. Highly skilled employees are appreciated and CCF 
ensures that they remain with the organisation. 112 3.28 1.25 
DR6. I feel connected with my work at all times. 112 3.66 1.13 
DR7. I am motivated to perform at my best within my 
team. 112 3.73 1.24 
 
From Figure 4.12 it is evident that the frequency distribution for this factor is not normal. 
This is characterised by a graph which is left-skewed (skewness = -0.91), confirming the 
lean towards “agree”. The most frequent response in this graph is “agree”. Responses 
do not vary significantly across the five-point scale for this factor, as indicated by a 
standard deviation which is less than one. 
 
Figure 4.12: Histogram of EA results 
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4.5.3 Productivity (PROD) 
From Table 4.11 it can be deduced that respondents appeared to slightly agree with the 
statements pertaining to productivity. The aggregate mean here was 3.60. The median 
of the data is “agree” (median = 3.70) and the mode is “agree” (mode = 4). The spread 
of standard deviations is relatively narrow, ranging between 1.01 and 1.16, indicating 
that the responses to the statements were relatively consistent. 
 
Table 4.11: Productivity 
Productivity 
Variable N Mean Standard deviation 
DP1. Our operations are very efficient – time and money 
are not wasted. 112 3.51 1.21 
DP2. CCF gets good value from the logistics department 
in comparison to what the department costs them. 112 3.70 1.13 
DP3. Our department consistently meets its targets. 112 3.55 1.13 
DP4. Innovation contributes to the success of the 
logistics department. 112 3.58 1.03 
DP5. The logistics department is very effective in what it 
does. 112 3.68 1.02 
 
As can be deduced from the graph for the productivity factor, the results depicted do not 
follow a normal distribution. The distribution is left skewed (skewness = -0.72). The 
skewness of the graph illustrate that the responses lean slightly toward “agree”. The 
most frequent occurring response (“agree”) is depicted by the peak of the graph as the 
modal class for this factor. 
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Figure 4.13:  Histogram of PROD results 
 
 
In conclusion to this section, it is clear the aggregate mean is a good reflection of the 
real responses. The histograms show a tendency toward agrees responses.   On the 
other hand, the statements in this section that elicited uncertain results were: 
 
 We receive recognition from other departments for how we attend to the 
requirements of our internal customers. 
 CCF provides an environment that meets my needs and encourages me to stay with 
the organisation. 
 I feel energised at work. 
 Highly skilled employees are appreciated and CCF ensures that they remain with the 
organisation. 
 
4.6 THE RELATIONSHIP BETWEEN EMPLOYEE ENGAGEMENT, FACTORS 
THAT INFLUENCE ENGAGEMENT AND CRITICAL SUCCESS FACTORS 
In Chapter One the relationships between employee engagement, the factors that 
influence engagement and the critical success factors were hypothesised. The first 
hypothesis (Ho1), which refers to the overall perceptions of management and 
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employees of the factors of engagement and critical success factors, were tested by 
means of Analysis of variance (ANOVA).  
 
In terms of the second set of testing (Ho2), Pearson-product moment correlation tests 
were performed where engagement is the independent variable and the critical success 
factors are the dependent variables. In terms of Ho3 to Ho6, engagement is the 
dependent variable and the engagement factors are the independent variables.  
 
According to Laerd Statistics (2013), the Pearson product-moment correlation 
coefficient is a measure of the strength of a linear association between two variables 
and is denoted by r. The Pearson correlation coefficient (r), can take a range of values 
from +1 to -1. Thus a value of 0 shows that there is no relationship between two 
variables, while a value greater than 0 indicates a positive relationship - as the value of 
one variable increases so does the value of other.  
 
Statistica statistical software was used in conducting the statistical analysis in this study. 
The findings relating to the hypotheses analysis are summarised in Tables 4.12, 4.13 
and 4.14. 
 
4.6.1 Comparison of managers’ and employees’ responses to the statements on 
engagement 
Table 4.9 indicates the null hypothesis (Ho1), N value, p-value and whether or not the 
null hypothesis was rejected or not rejected. The significance value for the analyses 
was set at five per cent (0.05). Where the p-value for the ANOVA test was less than 
0.05, the null hypothesis was rejected at a 95 per cent confidence level.  
 
Table 4.12:  Results of ANOVA hypothesis test 
Null Hypothesis N p-value Reject/Fail to reject Null Hypothesis
Ho1:  The Logistics employees at Coca-Cola Fortune 
Port Elizabeth have the same perception of 
engagement than management. 
111 0.14 Fail to reject 
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As indicated in Table 4.12 the analysis of results fails to reject the null hypotheses as 
the p-value is 0.14 for this factor. This translates into support for the null hypothesis 
which is discussed as follows: 
 
Ho1: The Logistics employees at Coca-Cola Fortune Port Elizabeth have the 
same perception of engagement than management. 
 
As can be deduced from the p-value (0.14) the logistics employees (bargaining and 
non-bargaining employees) and managers have the same perception of employee 
engagement. 
  
4.6.2 Relationship between engagement factors and engagement 
Table 4.13 presents the null hypotheses that were all rejected based on the statistical 
analysis conducted (factors influencing engagement). Table 4.13 presents the null 
hypotheses (Ho2 to Ho5), N values, the Pearson correlation coefficient (r), p-value and 
whether or not the null hypothesis is rejected. The r indicates the strength of the 
relationships between variables. Where the r is greater than 0, a positive relationship 
exists. Where the p-values for the Pearson-product moment correlations were less than 
0.05, the null hypotheses were rejected at a 95 per cent confidence level T.  
 
Table 4.13:  Results of Pearson-product moment test (engagement factors) 
Null Hypothesis N R p-value 
Reject/Fail 
to reject 
Null 
Hypothesis
Ho2: Corporate communication does not influence 
employee engagement 112 0.43 0.00 Reject 
Ho3: Employee involvement strategies do not  
influence employee engagement  112 0.40 0.00 Reject 
Ho4:  Relationships with immediate supervisors and 
managers do not influence employee 
engagement 
112 0.27 0.00 Reject 
Ho5:   HR policies and procedures do not 
          influence employee engagement 112 0.50 0.00 Reject 
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(i) The relationship between corporate communication and employee 
engagement 
Table 4.13 indicates that the null hypothesis is rejected for corporate communication, 
which presents a p-value of 0.00. In light of this, support is therefore claimed for 
acceptance of the alternative hypothesis, which is discussed as follows: 
 
Ha2: Corporate communication does influence employee engagement 
The low p-value and correlation (r = 0.43) for this factor confirms that a strong positive 
relationship exists between corporate communication and employee engagement. 
Employees will become more engaged when they are informed of departmental and 
organisational performance. Employees indicated that being aware of important 
business events contribute to engagement levels, thus having a better understanding of 
the business environment.  
 
Randstad (n.d.) stated that, in a recent survey of organisational communication it was 
found that enhanced organisational communication resulted in improved financial 
performance. Employees, who were aware of organisational performance at various 
stages throughout the year, were inclined to perform better knowing that their 
contributions had an impact on the business results.  
 
Shuck (2010) added that effective communication strategies could create a positive 
culture, an accountability-driven workplace resulting in increased productivity levels, 
profit margins and engagement scores. 
 
Organisational performance information, including financial data, is regularly 
communicated to employees through departmental meetings which also include 
financial data, thus prompting employees to understand the importance of working 
efficiently. Some of the statements in this section also referred to the vision, mission 
and objectives of CCF and future plans which are usually elements of high-level 
information. However opportunities do exist for CCF to improve current methods of 
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corporate communication, which could ensure that all employees receive accurate and 
relevant information. 
 
(ii) The relationship between employee involvement strategies and employee 
engagement 
Table 4.13 indicates that the null hypothesis is rejected for employee involvement 
strategies, which presents a p-value of 0.00. In light of this, support is therefore claimed 
for acceptance of the alternative hypothesis, which is discussed as follows: 
 
Ha3: Employee involvement strategies do influence employee engagement 
The analysis reveals that a strong positive relationship exists between employee 
involvement strategies and employee engagement (correlation r = 0.40). This 
relationship confirms that engagement levels will improve if employees feel that they 
can suggest new ideas or make suggestions within their teams. Engagement could be 
further enhanced if employees are able to make decisions with regard to their own jobs. 
Allowing for opportunities to participate in work related forums or committees suggest 
that engagement will thus also be improved.  
 
Appiagyei et al. (2012:20) emphasised that employee involvement means that every 
employee is regarded as a unique human being and not just as a cog in the machine 
and each employee is involved in assisting the organisation achieve its goals. 
Employees and management recognise that every employee is involved in running the 
business. 
 
(iii) The relationship between immediate supervisors and managers and 
employee engagement 
From Table 4.13 it is deduced that the null hypothesis is rejected for relationships with 
immediate supervisors and management, which presents a p-value of 0.00. In light of 
this, support is therefore claimed for acceptance of the alternative hypothesis, which is 
discussed as follows: 
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Ha4: Relationships with immediate supervisors and managers do influence 
employee engagement 
The low p-value and correlation (r = 0.27) suggest that a strong positive relationship 
exists between relationships with immediate supervisors and managers and employee 
engagement. By expressing sincere interest in the learning and development of 
employees, supervisors and managers play an important motivational role in their 
teams. Employees who perceive that their managers take an interest in their 
development will experience improved engagement levels. This is enhanced when 
managers provide support and assistance where necessary. 
 
Good quality line managers are those managers who care about their employees and 
are genuinely interested in their well-being. They show interest in the careers of their 
subordinates, aim to inspire them and strive to exercise fair treatment for all employees 
in the team (Amanfu 2011:15). 
 
Castellano (2013) stated that effective managers are able to get the job done with the 
people they have without attempting to change them; these managers attempt to exploit 
the existing competencies of the team, and not what they as managers, wished they 
had. 
 
Employees who feel comfortable to share information about their personal lives are 
more likely to be engaged. Having to deal with personal or non-work related issues 
could impact on productivity and engagement levels of employees; thus managers who 
are perceived to care and listen empathetically suggest that engagement levels may be 
enhanced. Furthermore, managers and/or supervisors who are perceived as 
inspirational by their teams could have a positive impact on engagement levels. 
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(iv) The relationship between HR policies and procedures and employee 
engagement 
From Table 4.13 it is deduced that the null hypothesis is rejected for this factor, which 
presents a p-value of 0.00. In light of this, support is therefore claimed for acceptance of 
the alternative hypothesis, which is discussed as follows: 
 
Ha5: HR policies and procedures do influence employee engagement 
A strong relationship exists between HR policies and procedures and employee 
engagement, as illustrated by the correlation (r = 0.50) and low p-value. Engagement 
could be improved if employees perceive that they are provided with opportunities to 
learn and enhance their knowledge at work. This could be facilitated by the 
implementation and guidance of relevant HR policies and procedures. Employees who 
perceive that CCF is prepared to invest in their development could lead to increased 
engagement levels. 
 
Employees who perceive that they are adequately rewarded and compensated could 
also become more engaged. However it must be noted that money could be a short-
term motivator only and may lead to a false reflection of actual engagement levels at 
various times. HR policies which provide for fringe benefits such medical aid cover, 
retirement funding, educational assistance and developmental opportunities may play a 
more important role in ensuring that employees at CCF remain engaged. Furthermore 
HR policies and procedures in respect of career progression, talent management and 
succession planning must be used effectively in order to identify, monitor and appoint 
key talent within CCF.  Of the four factors impacting on engagement, HR policies and 
procedures attained the highest correlation with engagement.  
 
4.6.3 Relation between engagement and critical success factors  
Table 4.14 presents the null hypotheses that were rejected based on the statistical 
analysis conducted (critical success factors). 
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Table 4.14:  Results of Pearson product-moment test (critical success factors) 
Null Hypothesis N R p-value 
Reject/Fail 
to reject Null 
Hypothesis
Ho6: There is no relationship between employee  
engagement and customer satisfaction 112 0.59 0.00 Reject 
Ho7: There is no relationship between employee  
engagement and employee attendance 112 0.47 0.00 Reject 
Ho8:  There is no relationship between employee   
engagement and productivity 112 0.62 0.00 Reject 
 
(i) The relationship between employee engagement and customer satisfaction 
From Table 4.14 it is deduced that the null hypothesis is rejected for this critical success 
factor, which presents a p-value of 0.00. In light of this, support is therefore claimed for 
acceptance of the alternative hypothesis, which is discussed as below: 
 
Ha6: There is a relationship between employee engagement and customer 
satisfaction 
The correlation (r = 0.59) and low p-value suggest that a strong positive relationship 
exists between employee engagement and the critical success factor of customer 
satisfaction. The relationship suggests that engaged employees are more likely to 
improve on the quality of customer service. Engaged employees could become more 
focused on ensuring that customer needs are met and exceeded as often as possible. 
The relationship suggests that this perception will prevail even if certain employees are 
not directly involved with service delivery to the end customer. 
 
Engaged employees could improve on the quality of service delivery to internal 
customers at CCF, thus leading to increased pride in work. Acknowledgement by other 
functions and/or departments of good internal customer service to various Logistics 
departments, could lead to increased engagement levels. As suggested by the strong 
relationship, acknowledgement and positive feedback from senior management 
regarding good customer service may lead to an engaged workforce at CCF.  
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(ii) The relationship between employee engagement and employee attendance 
From Table 4.14 it is deduced that the null hypothesis is rejected for this critical success 
factor, which presents a p-value of 0.00. In light of this, support is therefore claimed for 
acceptance of the alternative hypothesis, which is discussed as follows: 
 
Ha7: There is a relationship between employee engagement and employee 
attendance 
The correlation (r = 0.47) and low p-value suggest that a strong positive relationship 
exists between employee engagement and the critical success factor of employee 
attendance. Engaged employees will be more likely to be at work more frequently as 
they may enjoy being there. Engaged employees may be more likely to be at work 
despite being physically ill for example, thus to prevent a situation from disappointing 
the department or a supervisor and/or manager. 
 
Improved attendance and reduced presenteeism combine into a strong positive 
relationship with employee engagement. Employees perceive that if their work 
energises them it could lead to increased motivation and connection with the team and 
ultimately CCF. Attendance could be an indicator of whether or not an employee 
ultimately wishes to remain with an organisation. Hence employees, including highly 
skilled employees, may improve their attendance realising the positive impact their 
contributions if CCF encourages them to remain with the organisation.  
 
Similarly employees, who could be experiencing presenteeism, may re-commit 
themselves to the organisation and attempt to integrate positively into a team or 
department, if they perceive the organisation to create an engaging environment which 
meets their needs. As the relationship suggests, employees who are passionate about 
their work are likely to demonstrate good attendance.  
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(iii) The relationship between employee engagement and productivity 
From Table 4.14 it is deduced that the null hypothesis is rejected for productivity, which 
presents a p-value of 0.00. In light of this, support is therefore claimed for acceptance of 
the alternative hypothesis, which is discussed as follows: 
 
Ha8: There is a relationship between employee engagement and productivity 
The strong relationship between employee engagement and productivity is confirmed by 
the correlation (r = 0.62) and low p-value. Within the context of engagement, a direct 
result of this could be increased productivity which is one of the critical success factors 
identified in this study. Engaged employees are likely to work more efficiently thus 
potentially saving CCF valuable time and money. 
 
Adding value to the Logistics function and ultimately the entire organisation could be a 
key consequence of an engaged workforce. Such value could be measured in various 
ways including managing and monitoring of efficiencies and attainment of departmental 
and/or functional goals. Employees further perceived that innovation is likely to lead to 
increased productivity within the Logistics function at CCF. The generation of new ideas 
by employees and fostering environments for creative approaches to problem solving, is 
potentially a reliable determinant of an engaged workforce, which is likely to lead to 
increased productivity and utilisation of resources. 
 
4.7 COMPARISON OF RESPONSES OF DIFFERENT TARGET GROUPS 
Figure 4.14 depicts a comparison of the mean scores obtained in terms of responses 
from BU employees, NBU employees and management/team leaders. The means were 
calculated based on statements measuring the extent of engagement, the factors 
influencing engagement and critical success factors. The purpose of presenting the 
information in this format is to indicate how these three employee groups responded to 
the statements. As previously stated, the results are derived from the questionnaire with 
a five-point Likert-type scale outlining the following categories: 1 = Strongly disagree, 2 
= Disagree, 3 = Neither agree nor disagree, 4 = Agree and 5 = Strongly agree. The 
results are revealed in Figure 4.14. 
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Figure 4.14: Means of BU, NBU employees and Management and Team Leaders 
 
 
The analyses of the results suggest that the three employee groups did perceive 
themselves as engaged at work, based on the combination of items in section B2 
(statements B1 to B14). The overall responses to the engagement section showed a 
tendency towards “agree”. The mean scores show an increase from BU to NBU to 
managers.  
 
The factors that influence engagement are corporate communication, employee 
involvement, relationships with managers and team leaders and HR policies and 
procedures. In this regard the responses of BU and NBU employees showed a 
tendency towards “uncertain” while those managers/team leaders showed a tendency 
toward “agree”. The mean scores for influencing factors increase from BU to NBU to 
managers.  
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Figure 4.14 also reveals that the three employee groups’ responses’ for the critical 
success factors were skewed towards “agree”. A possible reason for this could be due 
to the strong correlations between engagement and the critical success factors, which 
were discussed in the previous section. The mean scores for NBU are slightly higher 
than those for managers.  
 
4.8 CONCLUSION 
In this chapter responses obtained to statements to each section in the questionnaire 
were presented and analysed. The analysis of the biographical data revealed that the 
largest proportion of respondents were BU employees (72%), between the ages of 31 
and 50 and employed at CCF between one and 10 years. Half of the respondents did 
not have a matric certificate. 
 
Respondents mainly perceived employee engagement to refer to relationships between 
employers and employees that are reciprocal and mutually beneficial, which foster 
enthusiasm, employee involvement, communication and motivation. Work-life 
satisfaction and the degree of positive and/or negative emotional attachment to the 
organisation were additional themes which were highlighted. 
 
The factors of engagement in Section C were analysed by using descriptive statistics. 
Employee involvement, relationships with managers/team leaders and HR policies and 
procedures yielded uncertain responses (mean scores between 3.14 and 3.44) in terms 
of factors which influence engagement when perceived as concepts without considering 
responses to specific statements. Corporate communication appears to be a factor 
which influences employee engagement at CCF. The critical success factors were also 
analysed using descriptive statistics. It was revealed that employee engagement does 
have an impact on customer satisfaction, employee attendance and productivity. 
 
Correlation testing was used to determine the strength of relationships between 
engagement, the factors that influence engagement and critical success factors. The 
analysis of the results indicates that a strong relationship exists between employee 
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engagement and the factors that influence engagement. It further illustrates that 
engagement does have an impact on the critical success factors. 
 
Chapter Five focuses on presenting recommendations for improving employee 
engagement at CCF, based on the findings obtained from the theoretical overview and 
empirical study. Concluding remarks, limitations of the research and opportunities for 
future research will also be discussed.  
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CHAPTER FIVE 
DISCUSSION, CONCLUSIONS AND RECOMMENDATIONS 
 
5.1 INTRODUCTION 
The results of the empirical study on employee engagement were presented and 
analysed in chapter four. The extent of employee engagement, the factors influencing 
engagement, the impact of engagement on critical success factors, and the 
comparisons between the responses from different target groups were reported on.  
 
This chapter is aimed at providing resolutions for the main research problem highlighted 
in Chapter One. The main research problem was to investigate the perception of 
employees of engagement within the Logistics function at Coca-Cola Fortune Port 
Elizabeth, and its impact on critical success factors.  
 
From the main research problem, the following sub-problems were identified in Chapter 
One and addressed by incorporating the theoretical overview of engagement (presented 
in Chapter Two), with the findings of the empirical study (presented in Chapter Four):  
 
 What is the perception of employee engagement?  
 What are the factors that impact on employee engagement?  
 Is there a relationship between employee engagement and critical success factors?  
 Which interventions or actions can be implemented in order to improve the levels of 
employee engagement and subsequently performance on critical success factors? 
 
In this chapter conclusions are drawn and recommendations are suggested with regard 
to employee engagement at CCF. Furthermore, recommendations for improvements 
are discussed as well as the limitations experienced during the research study. 
 
5.2 THEORETICAL OVERVIEW  
The theoretical study focused on defining employee engagement, factors influencing 
engagement, critical organisational success factors, processes and benefits of 
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employee engagement. The theoretical overview of the study highlighted a number of 
definitions of employee engagement. Various authors such as Baldev and Anupama 
(2010), Mani and Tamil (2011), Rothmaan and Rothmaan (2010), Amanfu (2011) and 
Kroll et al. (2007) provided their perspectives of engagement. The common theme in 
their definitions and explanations is that engagement refers to commitment, enhanced 
employee performance, dedication, fulfilment and enthusiasm.  
 
The theoretical overview also included a number of factors which could influence 
engagement. These factors have been deduced from various models, such as the IES 
Engagement model, the Right Management Engagement model, the Zinger Employee 
Engagement model and the High Performance model. These models have been 
implemented across different organisations and in different industries such as 
transportation, wholesale and retail, manufacturing, agriculture, forestry and fishing and 
construction.  The factors identified include corporate communication, employee 
involvement strategies, relationships with managers/team leaders and HR policies and 
procedures. 
 
The theoretical overview further included a discussion of the impact of engagement on 
critical success factors, such as customer satisfaction, employee attendance (retention, 
absenteeism and presenteeism) and productivity. The theoretical overview indicated 
that employee engagement and the critical success factors for the organisation are 
strongly related (Right Management Inc. 2009, Shepell 2010 and Cawe 2006).   
 
Employee engagement is critical in predicting future employee performance and hence 
customer satisfaction (Ncube and Jerie 2012:380). Engagement also has a positive 
relationship with retention and therefore reduces the negative impact of labour turnover. 
The costs of high employee turnover can be very high. Some of the significant costs 
that could have an impact on the organisation are recruitment costs, training costs, lost 
productivity costs and lost sales costs (Drake International 2013:5). 
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Engagement implies that employees will be less absent. Absenteeism translates into 
significant cost to both employee and employer. This could mean lost wages, benefits 
and social support for the employee, while the organisation could see a decline in 
productivity, resulting in decreased output and revenue. For the organisation, 
absenteeism has an adverse effect on the bottom line (Pangallo and Donaldson-Feilder 
n.d.). Presenteeism can also be costly to organisations but is often ignored. Improved 
management of presenteeism could not only result in financial savings but also 
contribute to the development of a productive and engaged workforce (Centre for 
Mental Health 2011:1) - hence, the close association between engagement, attendance 
and proactive work behaviours. 
 
Engaged employees develop new knowledge, respond to opportunities and go the extra 
mile to support the organisation. They are more satisfied with their jobs and are more 
committed to the organisation. They go beyond their job descriptions and dynamically 
change and arrange their jobs in ways which fit the changing work environment 
(Sakovska 2012:15). 
 
It can therefore be deduced that if engagement levels were improved, it may result in 
enhanced customer satisfaction, improved employee attendance, retention and 
improved productivity and efficiency. Employees who are engaged are more likely to 
have a positive experience and interaction with their work, remain with their employer 
and are committed to deliver good quality work. The attainment and improvement of 
these outcomes are essential for the success of the organisation.  
 
5.3 THE EMPERICAL STUDY 
An empirical study was conducted among employees and managers/team leaders in 
the logistics unit at CCF. A positivistic research design, qualitative in nature, was 
followed and a questionnaire was used as the data collecting instrument.  The results of 
the empirical study are presented in Chapter Four. 
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The questionnaire comprised four sections. Section A of the questionnaire elicited 
biographical data from the respondents; Section B examined the extent to which 
engagement discussions occurred at CCF, respondents’ understanding of engagement 
and the extent of engagement at CCF.  Section C examined the factors that influence 
engagement and section D investigated the impact of engagement on critical success 
factors.  
 
A sample of 120 respondents was identified from a population of 220 respondents, 
located within the Logistics function at CCF in Port Elizabeth. The total number of 
respondents amounted to 112. The respondents were selected to participate in the 
empirical study by means of a stratified sampling method. This study yielded a total 
response rate of 93 percent. The respondents were mainly employees in the 
Distribution and Warehouse departments of CCF, between the ages of 31 and 50, with 
one to 10 years of service.  The majority of the respondents did not have a matric 
qualification. The main conclusions drawn from the empirical study are presented 
below.  
 
5.4 MAIN CONCLUSIONS 
The following sections highlight the main conclusions deduced from the empirical study.  
 
5.4.1 Extent of engagement discussions in the workplace 
The results revealed that engagement was not a topic that was regularly discussed in 
the workplace. The exception was among managers and team leaders, but this group 
constituted the smaller percentage of the target group.  It can be deduced that 
opportunities did exist for more frequent and meaningful engagement discussions to 
occur. 
 
5.4.2 Respondents’ explanation of engagement 
The common themes that emerged from this section, is that employee engagement was 
perceived as a mutually beneficial relationship between employer and employee, was 
based on employee involvement, communication and motivation. Emotional attachment, 
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commitment and satisfaction were also perceived to be themes informing respondents’ 
perceptions of engagement. The responses obtained from this section were in line with 
the definitions and descriptions of engagement as presented in Chapter Two. This 
implies that, even though engagement was not regularly discussed, the respondents did 
have a good comprehension of the concept of engagement.  
 
5.4.3 Extent of engagement 
The respondents indicated, through their responses to Section B (extent of 
engagement) that they were engaged in the workplace. The results showed that 
employees did support the vision of the company, were passionate about their jobs and 
they tried to continuously improve on their performance.  The responses showed a fair 
amount of organisational citizenship behaviour (OCB), characterised by voluntarism, 
organisational commitment and altruism. Of significance is that the statement that 
attained the lowest response was the first statement in this section: “I like my job”, with 
only about half of the respondents convincingly responding positively to this statement, 
while the last statement “I am passionate about my job” again received higher 
responses.  It is possible that the respondents were more cautious when they answered 
the first question of this section, as the responses to all the other statements indicated 
higher levels of engagement.  
 
5.4.4 Perceptions of engagement between employees and managers/team 
leaders 
The results of an ANOVA test confirmed that employees and managers/team leaders 
had similar perceptions about their levels of engagement. 
 
5.4.5 Factors influencing engagement 
Four factors that influence employee engagement were explored in the theoretical 
study. These factors are corporate communication, employee involvement strategies, 
relationships with managers/team leaders and HR policies and procedures. HR policies 
and procedures were sub-divided into recruitment, selection and orientation, 
compensation and rewards and training and development. These factors were analysed 
112 
 
 
 
using descriptive statistics. Though most of the mean scores in this section reflected 
neither disagree/nor agree responses, the histograms demonstrated that the responses 
were actually slanting more towards ‘agree’.  In this respect, using measures of central 
tendency gave a distorted picture of the results, probably due to the dispersion of 
responses across the Likert scale.  The mean scores nevertheless illustrate that there 
was room for improvement in terms of the factors that influence engagement.  
 
(i) Corporate communication 
The results confirmed that the respondents understood the mission, vision and 
objectives of CCF and important events that affected the business, but that they were 
less informed of the financial performance and future plans of the company. 
  
(ii) Employee involvement strategies 
Respondents confirmed that they made decisions with regard to their jobs and also 
participated in activities to improve their jobs which contribute to their teams. The results 
for this factor also show that respondents were less involved in the implementation of 
new ideas regarding their own jobs, as well as participating in a work-related forum or 
committee.  
 
(iii) Relationships with managers/team leaders 
The results show that the respondents felt that management was less likely to care 
about respondents’ development at work nor did they adequately make time to listen to 
employees. The respondents were also less inclined to share aspects of their personal 
lives with their managers; they were also less likely to feel inspired by their managers.  
 
(iv) HR policies and procedures 
The results to this section did not convincingly reveal agreement or disagreement.  The 
results reveal that respondents possibly felt inadequately rewarded, and dissatisfied 
with their benefits and opportunities for growth and development at work. The results 
showed that there was a need for more coaching and mentoring and better orientation 
into the organisation. 
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5.4.6 Critical success factors 
The selected critical success factors for the purposes of this study were customer 
satisfaction, employee attendance and productivity. The analysis of the results revealed 
that customer satisfaction, employee attendance (retention, absenteeism and 
presenteeism) and productivity were confirmed to have strong relationships with 
employee engagement for Logistics employees at CCF. These results demonstrated the 
importance of engagement in the workplace.  
 
5.4.7 The relationship between employee engagement, the factors influencing 
engagement and critical success factors 
A relationship was revealed between employee engagement and the following factors: 
corporate communication, employee involvement strategies and HR policies and 
procedures. The results showed that HR policies and procedures had the biggest 
influence on engagement, then communication strategies and involvement, and lastly 
the relationship with the supervisor. This implies that organisations should focus on 
these strategies to increase employee engagement.  The results could suggest that a 
relationship with managers/team leaders alone does not affect engagement as much as 
when they communicate well with employees and involve them in the workplace. This is 
interesting as it could mean that employees could be slightly more task-oriented than 
relationship-oriented in terms of their relationships with managers/team leaders. 
 
A relationship exists between employee engagement and the relationships employees 
have with managers/team leaders. The study further revealed that a relationship exists 
between the extent of employee engagement and critical success factors such as 
customer satisfaction, employee attendance and productivity. This implies that there is 
good reason for organisations to give attention to the engagement of employees.  
 
The purpose of organisations is to maximise return on investment, remaining profitable 
and to ensure the implementation of sustainable practices, thus creating value for all 
stakeholders. In recognising that a strong relationship exists between employee 
engagement and critical success factors, it confirms the need for organisations and 
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CCF in particular to strive to improve current engagement levels.  Such interventions 
could potentially result in improved profitability, enhanced stakeholder value, a more 
sustainable organisation and a better corporate social citizen. 
 
Engaged employees are more attuned to the needs of their customers, thus striving to 
provide excellent customer service which could result in increased levels of customer 
satisfaction (internal and external customers). By improving engagement levels 
employees are less likely to be absent from work and thus feel energised at work. 
Employees are also likely to remain in the employ of the organisation for a longer period 
of time, as they perceive a connection to their work and that the organisation meets 
their needs. The strong relationship between engagement and critical success factors, 
indicate that employees may become more productive and efficient as their 
engagement levels improve. 
 
5.5 RECOMMENDATIONS FOR IMPROVING EMPLOYEE ENGAGEMENT AT 
CCF 
For the purpose of completing the study, it is required that specific recommendations 
are developed with a view to improve employee engagement within the Logistics 
function at CCF. In order to achieve this objective, a theoretical overview was 
conducted, a hypothesised engagement model was developed and an empirical study 
was conducted and the findings were presented. Based on these actions, the following 
recommendations are presented with regard to improving engagement levels. 
 
5.5.1 Discussion of engagement in the workplace 
Currently CCF conducts an annual employee engagement survey across the 
organisation; requiring employees to anonymously complete engagement surveys. The 
results are shared with line management across the organisation. As highlighted in the 
theoretical overview, developing and initiating and action plan is an important step in the 
engagement process. Providing feedback of the survey results is also essential in the 
process of engagement. Developing action plans specific to a unit or team and 
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strategies with the input of surveyed employees is critical in securing commitment to the 
process. 
  
Wiley (2006:1) reported that the real value of an employee engagement survey lies in 
the follow up process that translates data into action. Action-planning demands a multi-
step, concentrated on-going approach and continuous process based on management 
commitment, accountability and time. CCF should consider the implementation of 
realistic and practical engagement action plans, which involves employees thus creating 
regular opportunities for development, monitoring and feedback discussions of agreed 
plans. This recommendation is based on the theoretical principle of survey feedback, 
which is a tool in organisational development. Survey feedback is a good starting point 
for future in-depth discussions (Brown 2011). 
 
5.5.2 Corporate communication 
Corporate communication at CCF could be enhanced by conducting regular team or 
departmental meetings. This could be in the form of daily or weekly business unit 
meetings with standard agenda items. These meetings could be the platform for 
relevant business issues to be discussed. These should include possible future plans of 
the department or organisation, clear financial performance of the organisation (positive 
or negative) and any other important events which may affect the organisation. Thus 
allowing employees to gain a clear understanding of the business environment and how 
their contributions impact on this. A senior manager or executive could be invited to 
attend or participate in departmental meetings, from time to time. Employees would be 
afforded opportunities to engage with leadership on the “ground level” on relevant 
issues affecting their teams. 
 
Employees may understand the vision, mission and objectives of CCF; however it does 
not suggest that they are committed to them. Employees who understand the business 
environment in which they operate could result in greater commitment to the vision, 
mission and objectives of the organisation. This recommendation is based on the 
principle of alignment between vision, strategic goals, organisational culture and 
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ultimately, employee performance, a concept related to strategic management. The 
implication is that corporate strategic management should be driven to the lowest levels 
in the organisation, in this case the logistics unit, by involving employees in the 
alignment of unit vision and strategy with the strategy of CCF.   
 
5.5.3 Employee involvement strategies 
Employees must become more involved with regard to their jobs and work environment 
e.g. either by participating in problem solving and decision making activities where 
relevant. Employees may have valid ideas or suggestions in solving problems or 
improving processes, which a manager or team leader could unlock by creating 
opportunities for these to be expressed. Discussion forums must be developed where 
ideas and suggestions are proposed, employees could on a weekly or monthly basis 
conduct presentations on the performance of their departments and may research 
specific issues which impact on their operations and share the findings with the rest of 
the team. Such findings should be documented thus providing a point of reference 
should it be required to access this information in the future and also improves the 
knowledge base of employees.  
 
Managers must also provide support to employees who propose new ideas and assist 
them where necessary. Employees may need the reassurance and commitment from 
their managers that their ideas could yield value adding results. Managers should 
promote opportunities for increased employee involvement and decision making, thus 
enabling employees to take greater accountability for their own learning and 
development as far as possible. Various empowerment models, such as the 
Empowerment Strategy Grid, suggest that empowered work teams is the strongest form 
of empowerment, and that it is reliant on interdependency, flexibility and self-
management (Werner 2011:277).  
 
5.5.4 Relationships with managers and team leaders 
Managers and team leaders must provide employees with relevant information and 
empower them. Managers and team leaders must pay closer attention to the 
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development of employees. Performance management discussions may not be 
conducted in a meaningful way thus employees may feel neglected, with regard to their 
development. This may not only refer to formalised development but on the job 
coaching and mentoring as well. Development plans must be regularly monitored and 
feedback must be given where necessary, which could indicate that managers are 
interested in the development of their employees. 
 
Werner (2011:364) proposed the leader-member (LMX) model of leadership which 
focuses on the quality of the relationships between leaders and followers, instead of the 
characteristics of either leaders or followers. The premise of this model is that the leader 
develops unique relationships with followers. In addition, two types of leader exchange 
relationships could be formed i.e. the in-group exchange and out-group exchange 
relationships. In-group exchange relationships focuses on the leader creating a 
relationship of mutual trust, reciprocal influence and attraction. Out-group exchange 
relationships are characterised by the leader becoming a monitor and thus fails to 
create trust and respect.  
 
The implication of the LMX model is that managers should develop one-on-one 
relationships with each individual employee and therefore make time to converse with 
each individually on a personal level. 
 
Managers and team leaders should conduct regular meetings with their teams, to 
ensure that they are aware of the vision of the department, how the team is expected to 
achieve that vision, the importance of the vision and the importance of employees’ roles 
in achieving the stated vision. Managers and team leaders should also take the time to 
know their employees e.g. what their hobbies are, what their interests are outside of 
work. This could result in identifying shared interests which leads to better connection 
with employees. Understanding the strengths and development areas of employees, 
where they want to go in terms of their careers and the issues of importance to them in 
their work lives are important considerations for managers and team leaders. 
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It is further recommended that CCF develops formal mentoring and/or coaching 
programs that promotes one-one-one relationships between junior and senior 
employees. Mentoring agreements should be developed between mentors and 
mentees, which set out specific objectives for both mentor and mentee. These 
programs must be aimed at encouraging regular discussion, interaction, support and 
ultimately the learning and development of the mentee.  
 
5.5.5 HR policies and procedures 
Compensation is important to attract and retain employees; however compensation 
alone does not drive employee engagement. CCF must build on a solid compensation 
foundation in order to influence the degree to which employees will put discretionary 
effort into their work. Employees who are promoted internally should be compensated 
fully according to the role which they are required to perform. It is further recommended 
that for critical talent segments that are scarce and challenging to retain, CCF should 
consider setting its compensation philosophy at the 75th percentile of the relevant 
labour market. 
 
CCF should consider key talent groups as well. These employees may drive business 
success in various ways, perhaps through innovation or process improvements. A 
business case must be developed for the identified key talent segments and thus 
construct a total rewards and benefits program that may drive engagement for these 
employees. This could mean enhancing opportunities for pay growth for selected career 
paths, the development of specialised incentive or recognition plans for selected job 
categories, or implementing specialised rotation or alternative work programs aimed at 
key employee groups.  
 
HR policies must become more flexible to accommodate the specific training 
requirements of employees. Specifically in respect of employees who aspire to 
completing tertiary education at higher education institutions. Managers must have 
greater involvement in approving and/or declining employee bursary applications, as 
they have a better understanding of the potential impact the selected programme may 
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have on the development of their employees. Opportunities do exist to better manage 
and record on-the-job training. Employees should be granted opportunities to apply their 
newly acquired skills where successes are acknowledged and improvement areas 
identified. This links up with the previous recommendation of formal mentoring and/or 
coaching programs which could be provided for in existing learning and development 
policies. 
 
The following recommendations are submitted with a view to enhance the current 
onboarding experience at CCF for new employees. The analysis of results show that 
employees neither agreed nor disagreed as to whether their induction into CCF, 
assisted them in understanding important aspects of the organisation. 
  
 Managers should make contact and reach out to new employees well in advance of 
their first day, via telephone or e-mail. Relevant information which may be found on 
the CCF intranet must also be shared and appointment forms must be completed in 
advance, to reduce time spent completing paperwork. 
 If it is not possible for new employees to complete the required paperwork prior to 
their first day, the forms must be made available online, thus reducing time spent on 
this section of onboarding. 
 Managers must take greater responsibility in the onboarding process. They should 
make employees feel as if they are adding value to the organisation as early as 
possible in their employment. 
 New employees should be introduced to the organisation’s culture and values as 
early as possible. This could be achieved by meetings with senior management and 
team meetings, also allow new employees to share his/her expectations with the 
relevant teams. 
 New employees must be provided with clear job descriptions or profiles and 
performance objectives as early as possible. Regular performance conversations 
must be scheduled to assess progress against these. Feedback should not only be 
reserved for scheduled performance sessions, however it could be provided 
spontaneously and frequently.  
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5.5.6 Employee retention 
Engagement is a driver of employee retention. More emphasis must be placed on 
creating meaningful relationships between management and employees. Employees 
would be less likely to leave the organisation if relationships with the managers are 
based on honesty, trust and cooperation. CCF could also allow mid-career employees 
to participate in establishing the direction and/or strategic plans for the organisation, 
thus preventing them from becoming bored in their roles or possibly entrenched in their 
beliefs. In terms of retaining older employees and the value they could add, CCF may 
consider offering flexible work options either by means of flexible time and/or flexible 
work location. Additional training on the latest technologies and good retirement plans 
are additional ways in which to retain older employees in the organisation.  
 
5.5.7 Employee attendance 
Engagement is also a driver of employee attendance. Though much is being done on 
absenteeism policies and procedures, and discipline for so-called delinquent behaviour, 
the study showed that absenteeism could be curtailed by improving engagement. Thus, 
acceptable HR policies and procedures, employee empowerment, communication and a 
productive relationship with employees, could drive employee attendance. 
 
CCF in conjunction with relevant departments should proactively develop policies and 
procedures which are aimed at prevention, early intervention and clearer pathways of 
referral. Employee assistance initiatives such as early intervention and rehabilitation 
programmes and employee counselling programmes should be more accessible to 
employees. If a lack of engagement is identified as the reason for underperformance or 
absenteeism, necessary steps must be taken to either place the employee in a work 
situation where he/she will be engaged or redesign the employees’ job and job situation 
to recreate more engagement.   
 
5.6 LIMITATIONS OF THE STUDY 
No major problems were encountered during the research process; however, the 
following limitations must be highlighted: 
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 While a good response rate was attained for the majority of the sections in the 
questionnaire, not all participants responded to the open-ended question on the 
meaning of engagement. However, a fair number and quality of responses were 
perceived. Not answering an open-ended question is a typical problem with the 
administration of self-administered questionnaires. 
 The data collection process was time consuming as the majority of the 
questionnaires were distributed and collected manually. In order to ensure a 
satisfactory response rate, continuous follow up was conducted by the researcher. 
The extra effort delivered satisfactorily results. 
 The research was only conducted within the Logistics function of the organisation’s 
Port Elizabeth operations, therefore conclusions and recommendations ware only 
applicable to employees based at this location and function. The results were 
actually quite promising and should encourage further research in other units at 
CCF. 
 The research was only conducted among CCF Logistics employees in Port Elizabeth 
and excluded employees from the Coca-Cola SABCO group operations. Therefore 
conclusions and recommendations were only applicable to CCF Logistics employees 
based in Port Elizabeth. 
 
5.7 RECOMMENDATIONS FOR FUTURE RESEARCH 
The limitations highlighted above yielded opportunities for further research. The 
following opportunities exist for future research: 
 
 CCF has conducted engagement surveys before and it would be interesting to 
compare the results of this study with similar studies. While other studies merely 
focus on determining the level of engagement, this study identified broad factors that 
drive engagement and their impact on critical engagement outcomes.  
 Further quantitative and/or qualitative research could be conducted to explore the 
impact of employee engagement on quality (specifically within the manufacturing 
function of the organisation) and presenteeism. 
122 
 
 
 
 To conduct qualitative and/or quantitative research on how to explore various means 
of collecting employee opinions (surveys), given the potential impact that technology 
may have on organisations. It is critical that organisations understand the potential 
effect of technology on engagement surveys and the collection of employee 
opinions. 
 To extend the study to include a broader group of employees across additional or all 
of the organisation’s functions, across additional or all sites in South Africa; 
 To extend the study to include Coca-Cola SABCO group employees in South Africa 
and in other countries and territories in which it operates; 
 An industry study across the four Coca-Cola bottlers in South Africa could be 
conducted since their employees may have the same or similar work life 
experiences. These findings could be analysed and industry based discussion 
forums, action plans or interventions could be formulated. 
 
5.8 CONCLUSION 
The purpose of this study was to gauge employees’ perceptions of engagement and its 
impact on critical success factors. The theoretical overview highlighted a number of 
factors influencing engagement as well as critical success factors and these were 
validated in the empirical study conducted. The results reveal that employees’ 
perceptions of engagement and its impact on critical success factors are aligned to what 
was presented in the theoretical overview.  
 
The results further reveal that if the organisation strives to achieve improved 
engagement levels, meaningful action plans must be implemented around those 
engagement factors that are negatively perceived by employees. Furthermore, CCF 
should leverage those engagement factors which are perceived positively, in a way that 
will have a positive effect on the critical success factors which are important for the 
success of the organisation. The limitations of the research were identified and 
recommendations for future research and possible improvements were also submitted. 
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In light of the various challenges faced in the current economic climate, it would become 
essential for organisations to implement strategies and actions designed to release the 
benefits of an engaged workforce. Business leaders should focus on engagement levels 
with the same intensity as other important management information, such as 
productivity, customer and financial data. Having an informed view of engagement 
levels will better position organisations to interpret employees’ perceptions and 
behaviour and its impact on critical success factors. Ultimately an engaged workforce 
plays a critical role in achieving competitive advantage and business success.  
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Maciej, M. Route to Market Manager, Sales department, Coca-Cola Fortune (Pty) Ltd. 
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Van Wyk, W. Human Resources Manager, Human Resources department, Coca-Cola 
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Dear Sir/Madam 
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Dr Amanda Werner      Mr K Gardner 
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ANNEXURE B – QUESTIONNAIRE 
SECTION A 
BIOGRAPHICAL DATA 
 
Please answer all statements by making an “X” in the appropriate box. 
 
A.1 POSITION AT CCF: 
1. Employee (Bargaining unit)  
2. Employee (Non-bargaining unit)  
3. Supervisor  
4. Manager  
5. Other (Please specify):  
 
A.2 AGE:  
1. Below 21 years  
2. 21 – 30 years  
3. 31 – 40 years  
4. 41 – 50 years  
5. 51 – 60 years  
6. 61 years and above  
 
A.3 DURATION OF EMPLOYMENT AT CCF: 
1. Less than 1 year  
2. 1 – 5 years  
3. 6 – 10 years  
4. 11 – 15 years  
5. 16 – 20 years  
6. More than 20 years  
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A.4 HIGHEST QUALIFICATION: 
1. Lower than Matric  
2. Matric (Grade 12)  
3. National Diploma  
4. Degree  
5. Post graduate degree  
6. Other (Please specify):  
 
A.5 DEPARTMENT EMPLOYED IN AT CCF: 
1. Distribution  
2. Warehouse  
3. Transport (Fleet)  
4. Hauling  
5. Secondary Distribution (Roadshow)  
6. Other:  
 
 
SECTION B 
ENGAGEMENT 
 
B1 
Please indicate the extent to which you agree/disagree with the following statement: 
 
 
 
ENGAGEMENT 
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ly 
dis
ag
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e 
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gr
ee
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ith
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 ag
re
e o
r d
isa
gr
ee
 
Ag
re
e 
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ly 
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e 
Employee engagement is a topic that is regularly discussed in 
my workplace.  
1 2 3 4 5 
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B2 
In your own words, how would you explain what employee engagement is? 
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________ 
B3 
Please indicate the extent to which you agree/disagree with the following statements: 
ENGAGEMENT 
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1. I like/enjoy my job at CCF. 1 2 3 4 5 
2. I tend to volunteer to help others in the workplace. 1 2 3 4 5 
3. I look well after my company’s property. 1 2 3 4 5 
4. I am willing do extra tasks if asked. 1 2 3 4 5 
5. I am in support of the organisation’s goals. 1 2 3 4 5 
6. I actively try to do things better every day. 1 2 3 4 5 
7. My fellow employees at CCF are committed to doing quality 
work. 1 2 3 4 5 
8. I enjoy being at work. 1 2 3 4 5 
9. I concentrate well when doing my job. 1 2 3 4 5 
10. I focus intensely on my work requirements 1 2 3 4 5 
11. I am eager to solve problems well. 1 2 3 4 5 
12. CCF is a good place to work. 1 2 3 4 5 
13. The vision of CCF is important to me. 1 2 3 4 5 
14. I am passionate about my job. 1 2 3 4 5 
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SECTION C  
FACTORS INFLUENCING EMPLOYEE ENGAGEMENT 
Please indicate the extent to which you agree/disagree with the following statements. 
FACTORS INFLUENCING EMPLOYEE 
ENGAGEMENT 
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ly 
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r d
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Corporate communication 
1. I understand what the mission, vision and objectives are 
of CCF. 1 2 3 4 5 
2. CCF informs me of its financial performance. 1 2 3 4 5 
3. CCF informs me of its future plans. 1 2 3 4 5 
4. CCF informs me of important events that affect the 
business. 1 2 3 4 5 
 
Employee involvement 
1. I suggest or implement new ideas within my job and team. 1 2 3 4 5 
2. I make decisions with regard to my job. 1 2 3 4 5 
3. I participate in activities to improve my job and thus 
contribute to my team. 1 2 3 4 5 
4. I am involved or participate in a work-related forum or a 
committee. 1 2 3 4 5 
Relationships with managers/supervisors 
1. My manager cares about my development at work. 1 2 3 4 5 
2. My manager/supervisor makes time to listen to me. 1 2 3 4 5 
3. I feel comfortable to talk to my team leader/manager 
about aspects of my personal life. 1 2 3 4 5 
4. I am inspired by manager/supervisor. 1 2 3 4 5 
HR policies and practices 
1. I have opportunities to develop and grow in my job. 1 2 3 4 5 
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2. I am coached/mentored by my manager. 1 2 3 4 5 
3. I am rewarded adequately for the work that I do. 1 2 3 4 5 
4. I am satisfied with the benefits I receive. 1 2 3 4 5 
5. I know that I can progress in my job. 1 2 3 4 5 
6. My induction into CCF helped me understand important 
aspects of the organisation. 1 2 3 4 5 
 
 
SECTION D 
CRITICAL SUCCESS FACTORS 
 
Please indicate the extent to which you agree/disagree with the following statements. 
CRITICAL SUCCESS FACTORS 
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Customer Satisfaction 
1. The customers of our department are satisfied with our 
product and services. 1 2 3 4 5 
2. Our department is recognised by our customers for 
meeting their standards. 1 2 3 4 5 
3. Senior management is satisfied with the way in which we 
attend to our customers. 1 2 3 4 5 
4. We receive recognition from other departments for how 
we attend to the requirements of our internal customers. 1 2 3 4 5 
5. We deliver a good service to our customers.   1 2 3 4 5 
Retention, attendance and presenteeism 
1. CCF provides an environment that meets my needs and 
encourages me to stay with the organisation.  1 2 3 4 5 
2. I plan to continue working for CCF for a long time. 1 2 3 4 5 
3. My unit’s attendance at work is good. 1 2 3 4 5 
4. I feel energised at work.  1 2 3 4 5 
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5. Highly skilled employees are appreciated and CCF 
ensures that they remain with the organisation. 1 2 3 4 5 
6. I feel connected with my work at all times. 1 2 3 4 5 
7. I am motivated to perform at my best within my team. 1 2 3 4 5 
Productivity 
1. Our operations are very efficient – time and money are 
not wasted. 1 2 3 4 5 
2. CCF gets good value from the logistics department in 
comparison to what the department costs them. 1 2 3 4 5 
3. Our department consistently meets its targets. 1 2 3 4 5 
4. Innovation contributes to the success of the logistics  
department. 1 2 3 4 5 
5. The logistics department is very effective in what it does. 1 2 3 4 5 
 
Your participation, time and input in this survey is greatly appreciated. Thank 
you. 
 
 
